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AT&T Communications of the Mountain States, Inc. and AT&T Local Services on behalf
of TCG Phoenix, (collectively, “AT&T”) hereby submit their Comments on Qwest’s Brief

Regarding Change Management (“Qwest Brief™).

L. BACKGROUND

On October 29, 2001, AT&T filed Comments on Qwest’s Status Report Regarding the
Change Management Process Redesign (“October Comments”). AT&T’s October Comments
describe the background for the Qwest Change Management Process (“CMP”) Redesign and the
filing of Qwest’s status reports. In addition, AT&T pointed out that the majority of the “CM”

issues identified by Qwest in its status report were unresolved. Arizona Corporation Commission
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On December 7, 2001, AT&T filed its Comments on Qwest’s Brief and Status Report
Regarding Change Management (“December Comments”). AT&T’s December Comments

describe the status of CMP Redesign and identify several issues of concern to AT&T.

II. STATUTORY FRAMEWORK

The Federal Communications Commission (“FCC”), in recent orders evaluating a Bell
operating company’s (“BOCs”) compliance with section 271 of the Telecommunications Act of
1996, has attached an appendix describing the statutory requirements that must be met for
approval of a section 271 application. For example, in its recent order approving SBC
Communications, Inc.’s section 271 application for Arkansas and Missouri, this analysis is
contained in Appendix D.!

A BOC must provide nondiscriminatory access to its operations support systems (“OSS”™)
as part of its demonstration of compliance with checklist item 2.

By showing that it adequately assists competing carriers to use available OSS functions, a
BOC provides evidence that it offers an efficient competitor a meaningful opportunity to
compete. As part of this demonstration, the Commission will give substantial
consideration to the existence of an adequate change management process and evidence
that the BOC adhered to this process over time.

In evaluating whether a BOC’s change management plan affords an efficient competitor a
meaningful opportunity to compete, the Commission first assesses whether the plan is
adequate. In making this determination, it assesses whether the evidence demonstrates:
(1) that information relating to the change management process is clearly organized and
readily accessible to competing carriers; (2) that competing carriers had substantial input
in the design and continued operation of the change management process; (3) that the
change management plan defines a procedure for the timely resolution of change
management disputes; (4) the availability of a stable testing environment that mirrors
production; and (5) the efficacy of the applications to determine whether competitive

! Joint Application by SBC Communications Inc., Southwestern Bell Telephone Company, and Southwestern Bell
Communications Services, Inc. d/b/a Southwestern Bell Long Distance Pursuant to Section 271 of the
Telecommunications Act of 1996 to Provide In-Region, Interf ATA Services in Arkansas and Missouri, CC Docket
No. 01-194, Memorandum Opinion and Order, FCC 01-338 (rel. Nov. 16, 2001).



carriers are able to combine network elements as required by the Act and the
Commission’s regulations.’

When evaluating Qwest’s CMP, the Commission should, at a minimum, use the assessment as

described by the FCC.

III. INTRODUCTION

The purpose of Qwest’s Brief is to argue to this Commission that Qwest’s CMP “clearly

meets the standards set by the FCC for change management.”

While competitive local
exchange carriers (“CLECs”) and Qwest have spent a good deal of time working on the redesign
of Qwest’s CMP, AT&T does not agree that Qwest’s CMP is compliant with the FCC’s
requirements. As described more fully below, much more work must be done to Qwest’s CMP
to meet the FCC’s requirements. The redesign of CMP was necessitated by the fact that Qwest’s
process has been deficient for a long time. The Commission should not rush to the conclusion
that CMP is now compliant when the parties are only part of the way through the redesign
process. There are too many gaps at this point to accept Qwest’s argument that the process is
compliant.

As an initial matter, Qwest attaches as Exhibit A to the Qwest Brief a clean copy of the
Master Redlined CLEC-Qwest CMP Re-Design Framework Interim Draft (the “Clean Draft
CMP Document”) as opposed to the redlined form of that document (the “Redlined Draft CMP
Document). AT&T objects to the use of this form of the document. With this exhibit, Qwest has

taken the Redlined Draft CMP Document, accepted all changes and deleted all comments inside

the document that reflect issues and areas of concern raised by CLECs. The point of maintaining

Id . Appendix D, at 20-23 (footnotes omitted).
Qwest Brief, at 1.



the Redlined Draft CMP Document in redlined form with comments included is to make clear
that it is not complete and continues to require work before it can stand alone and be used to
govern the CMP. Attached as Exhibit A to AT&T’s Comments is the Redlined Draft CMP
Document in redlined form with comments retained so the Commission has a better idea of the

state of this draft.

1Iv. COMMENTS

Qwest’s assertion that CMP meets the FCC’s requirements for section 271 approval is
wrong for several reasons: (a) there are many important open issues in the CMP Redesign that
must be addressed (see CMP Issues Log* and CMP Gap Analysiss), some of which are outlined
below, including Product/Process; (b) there are many open CMP issues raised by third-party
testers that require resolution; (c) impasse issues must be addressed (including those that arise
later in the process); (d) the FCC’s requirements for CMP are not yet met, including SATE; and
(e) a complete, fully functioning CMP is necessary to support Qwest’s use of its Statement of

Generally Available Terms (SGAT) as part of its section 271 application.

A, Many Fundamental “Systems” Issues Remain Open In CMP Redesign

Qwest argues that CLECs and Qwest have agreed to “virtually all aspects of Qwest’s
CMP that applies to Qwest’s operations support systems (“OSS” or “systems™).”® While CLECs

have diligently worked with Qwest on the Redesign of CMP, the process is not complete and

* See Exhibit B, CLEC-Qwest Change Management Re-design Working Sessions Core Team Issues/Action Items
Log (the “CMP Issues Log™).

3 CLECs and the Facilitator reviewed several documents and identified issues they considered to be “gaps” between
what needs to be discussed in CMP Redesign and what has been discussed and documented in the Redlined Draft
CMP Document (as of the date of the submissions — January 11, 2002). Each CLEC submitted its analysis and
Qwest compiled all of the “gaps™ in a single document referred to in these comments as the “CMP Gap Analysis”.
Qwest filed a copy of the CMP Gap Analysis on February 13, 2002, in a filing entitled “Qwest Corporation’s Notice
of Filing of Change Management Redesign Process Document.”

® Qwest Brief, at 1.



“virtually all aspect of Qwest’s CMP” that apply to systems have still not been addressed. A
significant number of important issues remain open, as reflected in the CMP Issues Log and
CMP Gap Analysis. These are issues that are fundamental to CMP and must be addressed and
resolved in order to implement a redesigned CMP that deals with the concerns raised by the
CLECs and meets the FCC’s mandate. To illustrate the importance of these open issues, AT&T
identifies some of them below with explanatory comments:
1. Review the CR’ initiation process to insure that the description of the output of
each step of the process is clearly defined; i.e., LOE (range of hours) and affinity. (CMP
Issues Log #214) If this process is to work, clear definition of outputs is needed, and an
evaluation of whether those outputs meet the needs and expectations of the parties is
necessary.
2. State the criteria for Deny (reasons why) for the CR process. (CMP Issues Log
#118) In the Redlined Draft CMP Document, there is language that currently permits
Qwest to respond to a CLEC CR with a denial.® According to the CMP Issues Log, this
issues was raised at the October 3, 2001, meeting, but it has still not been discussed. On
the one hand, Qwest may reject CLEC CRs’; however, on the other hand, CLECs are not
able to reject Qwest CRs. This fundamental imbalance continues to concern AT&T and
has the potential to undermine the entire process.
3. Determine whether a process is necessary to address non-coding changes. (CMP

Issues Log #139) Qwest has indicated that non-coding changes may affect a CLEC’s

7 AT&T uses “CR” (for Change Request) throughout this document. A CR is a form that a party seeking change in
Qwest systems, product or process, populates with its request and submits to Qwest for handling in the Qwest
Change Management Process.

3 See Redlined Draft CMP Document; {a) CLEC-Qwest Interface Change Request Initiation Process, and (b) CLEC
Product/Process Change Request Initiation Process.



operations or procedures.” This issue remains open and must be addressed. The
fundamental question is how will Qwest know that a CLEC’s operating procedures are
affected by a non-coding change? Therefore, the need for notice, coordination and
processes to promptly resolve problems that may arise must be addressed.

4, What are the criteria used to determine ‘level of effort’ (i.e., S, M, L, XL) for a
release? (CMP Issues Log # 146) CLECs have asked for a clearer way to understand the
amount of work necessary to implement a systems CR. AT&T believes that Qwest will
indicate this level of effort using number of hours necessary to complete each CR;
however, there is no language to capture this in the Redlined Draft CMP Document.
This needs to be discussed and language must be drafted and implemented.

5. Clarify what notices will be communicated to CLECs via email, mail-outs,
communiqués, and posted on the web site. (CMP Issues Log # 156) These are the basics
of notification. CLECs continue to get notification from multiple sources within Qwest,
and what one is supposed to get from whom at Qwest remains unclear. See Part IV.E.6
below.

6. What is the process to manage changes to performance reporting calculations,
etc.? How do we handle the overlaps between what is being negotiated at the CMP
Redesign and CPAP-like procedures? (CMP Issues Log # 158) There is such a close
relationship between the CMP and the Performance Indicator Definitions (“PIDs™), and
Qwest chooses to ignore them in CMP, except when it is to Qwest’s advantage. For
example, Qwest uses PIDs as a way to reject CLEC CRs." There is no way in CMP to

deal with such a rejection, because CMP does not currently deal with PID changes. The

¥ See CMP Issues Log, #137, Resolution/Remarks Column.
1 See AT&T’s December Comments, Exhibit G.



parties need a process to address this issue. See Part IV.F below. A related point is
Qwest’s desire to have freedom to make any systems changes it wants to, ahead of
CLEC-requested changes, because Qwest is paying money to CLECs or the state under a
PID."

7. Where will a CR that impacts both an OSS interface and process be addressed — at
the Systems or Product/Process CMP Meeting? We will need to develop language to
address this issue. (CMP Issues Log # 163) This issue was raised at the November 1,
2001, meeting and has still not been addressed. 1t is a real problem in CMP because
CLEC:s often submit CRs as product/process change requests, but the resolution is a
systems change or the product/process CR is closed and a systems CR is opened. Fora
CLEC to go two or three months on the product/process side of CMP only to have Qwest
say that the CLEC should then open a systems CR and start the process again is
unacceptable. This must be addressed. Attached, as Exhibit C is an e-mail from AT&T
to Qwest dated January 23, 2002, setting forth observations from a CMP Product/Process
Meeting held on January 16, 2002, where four issues were resolved as systems issues.
This is a present recurring situation.

8. Qwest proposed to re-visit Regulatory type of changes to address performance
measure obligations. (CMP Issues Log #169) This is the impasse issue Qwest identified
in the Qwest Brief. Providing Qwest with this right would undermine the whole CMP.
AT&T’s comments on the impasse issue are provided below.

9. Provide a decision on whether to provide copies of documentation regarding

prioritization and sizing. (CMP Issues Log # 196) In developing the prioritization

' This is the impasse issue discussed below.



process (not complete yet) in the CMP Redesign, CLECs sought to better understand the
steps Qwest goes through in developing level of effort, business and systems
requirements and packaging. Qwest has been unwilling to provide such documentation.
This has slowed the process down, because CLECs keep trying to understand what goes
on at Qwest in order to draft the process that will govern CMP. A related issue is # 233
on the CMP Issues Log. This is a particularly interesting issue because of Exception
3111 issued by KPMG: “Qwest Systems Change Management Process (CMP) lacks
guidelines for prioritizing and implementing CLEC-initiated systems Change Requests
(CRs); criteria are not defined for developing the scope of an OSS Interface Release
Package.” Is Qwest unwilling to provide its internal documents on this topic because
they do not, in fact, exist?

10.  Qwest to outline what the guidelines are for when an issue is appropriate for the
CMP vs. when the Account team should handle it. (CMP Issues Log # 216) This is an
extremely important issue, because going to CMP takes a good deal of time. If an issue
can be resolved by the Qwest account team or service manager, resolution should be
much faster. AT&T’s experience is that Qwest’s initial reaction is to push issues to
CMP. This is not always the answer and guidelines need to be developed. One of the
issues identified in Exhibit C points out that Qwest SMEs informed AT&T that a process
AT&T sought would be a change to Qwest processes. The Qwest subject matter experts
(“SMEs”) advised that AT&T submit a CR. The Qwest response to this CR was that the
process AT&T sought was already a Qwest process and no change was needed. Had the
Qwest SMEs AT&T initially spoke with been properly informed of Qwest processes,

AT&T would not have had to waste time going through the CMP to find out what



Qwest’s existing process is.

11.  What is the status of a change when the escalation or dispute resolution is
invoked? (CMP Issues Log # 226) This is the significant issue. When a CLEC objects to
a Qwest change and disputes it, is the change stayed while the dispute is being resolved
or is Qwest permitted to implement the change over CLEC objections while the dispute is
being resolved? AT&T described this issue in its December Comments, Part IV.D, and
in Exhibit H to those comments.

12, Qwest to propose language on the criteria used to determine method of
implementing regulatory changes. (CMP Issues Log # 243) Apart from the impasse
issue, it appears that Qwest agrees that CLECs and Qwest must agree that a change
request fits in the Regulatory Change category before it will be treated as such. The next
question that must be answered is whether the Regulatory Change must be implemented
as a systems change or if the regulatory mandate may be satisfied with a manual process
change. Irom the CMP discussions held on February 5 - 7, 2002, it appeared that Qwest
wanted to make the determination in its sole discretion. This is a significant problem for
CLECs because it then appears that every Regulatory CR Qwest puts forward will be
implemented as a systems change. However, with CLEC Regulatory CRs, Qwest wants
the discretion to implement the CLEC-requested change as a manual process change. It
would appear then that CLEC Regulatory systems CRs would not have the same
opportunity for success that Qwest’s have. CLECs seek to have Qwest identify (and
document for each Regulatory Change systems CR) the criteria by which it determines
whether a regulatory change should be made as a systems change or a product/process

change. This issue requires a significant amount of work.



In addition to the many open issues in the CMP Issues Log, there are a host of issues
identified in the CMP Gap Analysis that have not been discussed yet. These issues must also be

addressed to complete the redesign of CMP.

B. Product/Process In CMP Is linked To Systems CMP Such That They Cannot
Be Treated Separately for Purposes of Evaluating CMP

Identified as item A.7 above is the following open issue:

Where will a CR that impacts both an OSS interface and process be addressed — at the

Systems or Product/Process CMP Meeting? We will need to develop language to address

this issue. (CMP Issues Log # 163)

The foregoing issue reflects the common understanding of Qwest and CLECs that there is
a close relationship between systems and product/process in CMP. This relationship needs to be
addressed at the outset so that the correct process is followed to address the issue. If a CR goes
to the wrong process in the first instance, it will cause delay as the CLEC will need to start all
over again in the correct process. Recent examples of this problem are described in Exhibit C to
these comments. Exhibit C points out that at the January 16, 2002, CMP Product/Process
meeting, Qwest’s proposed resolutions to two CLEC product/process CRs were systems fixes. It
further points out that AT&T was advised to close one of its product/process CRs and open a
systems CR to address an AT&T issue. This instruction from Qwest came approximately two
and one half months after AT&T submitted its product/process CR.

Because of the inextricable connection between systems and product/process in CMP,
these processes cannot be separated for purposes of evaluating whether Qwest’s CMP meets the
FCC’s requirements. CLECs and Qwest have done very little on product/process in CMP

Redesign thus far. Product/process CMP Redesign must be completed before CMP can be

properly evaluated.
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In addition, in Exception 3094 (relating to a Qwest product/process CR) KPMG identifies
problems with Qwest’s handling of a product/process issue. In its Second Response dated
February 12, 2002, KPMG states:

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of other
ILECs. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined framework of evaluation criteria. Based on Qwest’s latest
response and the current state of Product/Process CMP, at least one KPMG Consulting
evaluation criteria for Test 23 would be assessed “Not Satisfied.” KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this.
The Exception is not based on a requirement that an ILEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the fact that Qwest implemented CR PC100101-5 without

taking into consideration CLEC objections, its failure to make available complete

information sufficiently in advance of the scheduled change, as well as the subsequent

impa.ssc]2 about the process governing Qwest-initiated changes as indicative of lack of a

defined and documented change management process.

These statements make abundantly clear that Qwest product/process is deficient. So
much so, that at the time of these statements Qwest would fail at least one element of the

Regional Oversight Committee (“ROC”) test of CMP. These statements also make clear the

CMP Product/Process fit squarely within the OSS testing being conducted by the ROC."?

C. Third-Party Testers Have Found Significant Deficiencies In Qwest’s CMP

In Arizona, Cap Gemini Telecom Media & Networks U.S., Inc. (‘CGE&Y") has been
testing Qwest’s systems and processes, including Qwest’s CMP. In 2001, CGE&Y established
three Incident Work Orders relating to CMP (IWOs 1075, 1076 and 1078)."* On December 10%
and 12" of 2001, CGE& Y recommended closing these IWOs, by placing reliance on the

progress of the CMP Redesign process. CLECs in Arizona objected to the closing of these

12 KPMG Consulting observed that Qwest and CLECs were at impasse about Qwest-initiated Product/Process changes from
December 2001 to February 2002.
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IWOs and submitted impasses statements to the Arizona Commission Staff.”” AT&T continues
to object to the closure of these IWOs because the CMP Redesign is not complete and because
the fully redesigned CMP must be evaluated by a third party.

In the ROC process, KPMG Consulting has identified a number of Observations and
Exceptions relating to CMP.'® These point to important deficiencies in the Qwest CMP and must
be considered as further evidence of the noncompliance of Qwest’s CMP with the FCC’s
requirements. KPMG continues to test (and re-test) CMP. Qwest must either address each of the
concerns raised by KPMG or close them as unresolved.

In addition to each IWO, Observation and Exception that is attached, AT&T has provided
a summary, attached hereto as Exhibit G. This summary groups the IWOs, Observations and
Exceptions to identify, at a high level, the issues identified by the testers. These issues include

the following:

1. The CMP is deficient (generally, these findings pre-date Qwest’s re-design
process). Nevertheless, these findings ratify the position of the CLECs that the process
requires significant revamping to afford CLECs access to a fair and viable CMP.

2. Qwest fails to adhere to the practices and procedures documented in its CMP.
3. CMP documentation is inadequate to ensure that the CMP will be consistently
and successfully managed.

4, The CMP does not address issues reasonably defined as CMP issues.

'* See ROC Qwest OSS Evaluation Project Master Test Plan, Revised Release version 5.0 (Dec. 28, 2001), §23.1.
' Copies of these IWOs are provided at Exhibit D.
13 Attached as Exhibit E are copies of the AT&T and WorldCom impasse statements.
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At the ROC TAG meeting held on February 14, 2002, there was a discussion about the
testing of Qwest’s CMP. The discussion centered on re-testing the CMP, resolution of the open
Observations and Exceptions and whether these activities could be completed by the currently
scheduled test completion date. There was no clear answer to these questions as of February 14,
2002. However, what was clear is that the Qwest CMP is still undergoing testing, that there

remain many open Observations and Exceptions and that failure to resolve these issues indicates

not only Qwest’s failure to meet the test criteria, but also failure to meet the FCC’s requirements.

D. Impasse Issues

As the Qwest Brief states, the parties to the CMP Redesign have formally identified one
impasse issue at this point in the process. It is important to note that given the fact that CMP
Redesign is not yet complete, other impasse issues may arise that will require resolution by the
Commission. It must be clear that since there are so many issues that have not even been
discussed, there is no way of knowing today what other impasse issues may arise.

The specific impasse issue identified in the Qwest Brief is stated as follows: “whether
OBF language that treats changes to meet performance measurements as regulatory changes
should be included in the Qwest CMP definition of Regulatory Changes.” Before getting into
argument about this issue, AT&T will provide relevant background information the underlies
this issue:

1. Pursuant to the Clean Draft CMP Document, Regulatory Change is described as

follows: “A Regulatory Change is mandated by regulatory or legal entities, such as the
Federal Communications Commission (FCC), a state commission/authority, or state and

federal courts. Regulatory changes are not voluntary but are requisite to comply with

* Copies of the KPMG Observations and Exceptions on CMP are attached at Exhibit F.
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newly passed legislation, regulatory requirements, or court rulings. Either the CLEC or
Qwest may initiate the change request.” (Emphasis added.)

2. The Qwest resource pool for completing systems changes is limited. This
necessarily means that some systems changes requested in a CR do not get included in
the next OSS release and, in some cases, may never be included in a release due to
limited resources. A Regulatory Change has a preferred status with respect to other CRs
in CMP. Regulatory Change CRs will be done first and other CRs are given secondary
consideration, meaning that they only get done if prioritized high enough by the CMP
body and Qwest has sufficient resources to complete them.

3. In the regulatory proceedings dealing with the Qwest Performance Assurance
Plan (“QPAP”), Qwest has repeatedly stated that the QPAP is voluntary and that the state
commissions do not have authority to impose the QPAP on Qwest.!”

4. Another way to state the issue is as follows: Whenever Qwest is paying, or
expects to pay, monetary penalties because it fails to meet the requirements of one or
more PIDs under an effective PAP, Qwest wishes to treat all systems changes that would

relieve Qwest of the payment obligation as Regulatory Changes.

First, given the definition of Regulatory Change currently set forth above, for a CR to

qualify as a Regulatory Change, the change must be “mandated” and “not voluntary.” Given the

'" See Brief of Qwest Corporation in Support of its Performance Assurance Plan (PAP), Multistate Proceeding
(Public Version), dated September 13, 2002, at 88 (“In short, PAPs are voluntary arrangements, required by neither
section 271 nor section 251, offered by a BOC wishing to enter the interLATA market whereby the BOC agrees, in
exchange for section 271 approval, to bind itself to a PAP”); Qwest Corporation’s Comments on the
Recommendation of the Special Master and Recommended Performance Assurance Plan, CO PUC, Docket No. 01]-
041T, dated July 10, 2001, at 19 (“The CPAP is a voluntary commitment by Qwest to demonstrate that it will
maintain high wholesale performance standards after long distance entry. The CPAP is not required under any
federal or state law, and the standards adopted in the CPAP often far exceed any obligation that Qwest does bear

14



fact that Qwest has advocated in its QPAP proceedings that the QPAP is voluntary and that state
commissions do not have the authority to impose the QPAP on Qwest, it would be “contradictory

and unfair”®

to now suggest that activitics under the QPAP (paying penalties) are mandatory and
not voluntary for purposes of CMP. The fact is, Qwest is agreeing to enter into the QPAP as a
matter of contract. The QPAP will be part ot a CLEC’s interconnection agreement. By entering
into the QPAP as a matter of contract, Qwest is agreeing to make the payments called for under
the QPAP. For purposes of CMP, changes to help Qwest meet its performance measurements
are not Regulatory Changes.

Second, if the language Qwest desires were added to the definition of Regulatory Change
in the Redlined Draft CMP Document, that language would not change the requirement that a
Regulatory Change must be mandated and not voluntary. The Qwest-desired language uses the
word “may,” not “must” or “shall.”*® Thus, even the Qwest-proposed language does not support
Qwest’s desire to automatically treat systems changes to meet performance measurements as
Regulatory Changes. By using the word “may,” it is optional to treat a change to meet
performance measurements as a Regulatory Change and requires a decision to do. The important
question then is who makes this decision. It is clear that Qwest would like to make this decision
unilaterally. AT&T will not agree to that. This must be a decision for the CMP body to make by

consensus. On the subject of Regulatory Changes generally, the Qwest Brief acknowledges that

“[t]he parties have also agreed that a change will only be treated as a Regulatory Change if the

under federal or state law™); Qwest Corporation’s Conditional Submission of its Performance Assurance Plan and
Reservation of Rights, MN PUC, Docket No. P-421/AM-01-1376, dated November 35, 2001.

¥ To use Qwest’s words. Qwest states that “It would be contradictory and unfair to deny Qwest the ability to treat
performance measurement changes as Regulatory Changes on the one hand, yet require Qwest to pay penalties for
failing to meet performance measurements on the other.” Qwest Brief, at 13. The foregoing is neither contradictory
nor unfair, becanse Qwest agrees to make these payments voluntarily.

' Qwest seeks to add the following language to the definition of Regulatory Change: “These [changes] may include
new functionality, enhancements to existing interface functionality, and/or enhancements required to meet
performance measurements.” Qwest Brief, at 13 (emphasis added).
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parties agree that a change is required to bring Qwest into compliance with a mandate.”® This
same standard should be applied when Qwest seeks to make changes to help Qwest meet
performance measurements. AT&T will not agree that such changes are Regulatory Changes
merely by virtue of being part of a Qwest PAP. There must be an independent mandate by a
court or commission requiring that Qwest make a systems change to meet its performance
measurements, in order for such a change to be treated as a Regulatory Change.

Third, consider the potential impact of giving Qwest its way on this issue. If Qwest’s
performance is such that Qwest has to make payments on a number of different PIDs, it is
possible that every OSS release will be occupied with Qwest systems CRs to improve Qwest’s
performance under performance measurements, with the sole objective of reducing Qwest’s
payment obligations under the QPAPs. This is possible, becanse Qwest devotes limited IT
resources to each systems release. CLECs do not know how Qwest determines the IT resources
available for a systems release, and CLECs have no influence over this determination. Qwest is
in complete control of this. One might also conclude that as Qwest continues to cut costs and
employees from its business, this resource pool will only get smaller. In addition, Qwest cannot
demonstrate that all, or that any, of these changes will actually provide improved performance to
CLECs. These changes are only calculated to reduce Qwest’s payment obligations. This would
be an inexcusable abuse of CMP.

Finally, AT&T strongly disagrees with Qwest’s statement that the outcome of this issue
~ does not alter the fact of whether Qwest’s CMP meets the FCC’s standards for change

management.”! If Qwest’s CRs relating to performance measurements are treated as Regulatory

0 Qwest Brief, at 6.
2 Qwest Brief, at 14.
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Changes pursuant to Qwest’s request, ahead of all other systems CRs, it will gut the systems

process in CMP and reduce its effectiveness to CLECs.

E. Qwest’s CMP Is Not Reflected In A Single Document and Remains Unclear

As stated above, Qwest filed the Clean Draft CMP Document with the Qwest Brief.
Qwest failed to file the Redlined Draft CMP Document. In addition, Qwest has now posted the
Clean Draft CMP Document on the CMP website for the public to use.”* The Commission
should be aware that Qwest informed CLECs on February 7, 2002, at the CMP Redesign
meeting that Qwest would post a clean copy of the Draft CMP Document on Qwest’s CMP
website.” CLECs objected because of their concern that it would be confusing and misleading
to remove all of the marked changes and CLEC comments included within the text of the
Redlined CMP Document. Nonetheless, Qwest proceeded. Qwest seems to believe that by
posting the document on the Qwest website, Qwest will be in a position to demonstrate that the
CMP is reflected in a single document that is “clearly organized and readily accessible to
CLECs.”** However, posting a clean copy of this draft document does not achieve this purpose
because the entire process is not reflected in this document, and the degree to which Qwest has
implemented the new processes remains unclear.

Qwest has repeatedly stated in CMP Redesign meetings that if a process is not addressed
in the Redlined Draft CMP Document, then Qwest simply relies on the old CMP process. In
addition, if Qwest has not fully implemented a new process that is agreed upon in the Redlined

Draft CMP Document, then Qwest will perform what Qwest personnel know to perform (also the

* Qwest Brief, at footnote 3.

3 Qwest representatives started the discussion as if they wanted CLEC input on the idea of posting a clean version
of the Redlined Draft CMP Document on Qwest’s website. When CLECs raised some concerns, the Qwest
representatives made clear they did not really want to discuss it and intended to post the clean document without
further review or comment by CLECs.

2 Qwest Brief, at 15.

17



old process). The fact that CMP is in Redesign and is a moving target makes it very difficult for
Qwest to pin this down. A good example is prioritization. Qwest’s Brief states that “Qwest has
implemented the process for CLECs to prioritize Qwest-originated CRs, as well as CLEC-
originated CRs.”*> Prioritization of Qwest-originated CRs did not exist in the old process. In
addition, the Redlined (and Clean) Draft CMP Document does not reflect the prioritization
process being discussed by CLECs in CMP Redesign. That process is in a separate draft
document the parties continue to work on in CMP Redesign. So which prioritization process is
Qwest following? The one posted on the CMP website that is not part of the CMP Redesign
discussions or the one that the CLECs and Qwest continue to work on, but is not available on the
CMP website? As with so many statements in the Qwest Brief, just because Qwest makes a
conclusory statement does not make that statement true.

In the Qwest Brief, Qwest states that it has quickly implemented the agreements reached
in the CMP Redesign.*® Qwest filed Exhibit B to the Qwest Brief in support of this assertion.
AT&T and other CLECs have seen Qwest’s Exhibit B and raised many questions about it,
because it does not ring true based on the experience of the CLECs. Because of the concerns
raised by CLECs, Qwest took an action item at the January 22, 2002, CMP Redesign that states:
“Judy Schultz to add clarity to improvements matrix presented to the Re-Design team on 1-22.7%
The date on Qwest’s Exhibit B is December 13, 2001, so it is appartent that Qwest has made no
effort to clarify this document. It remains confusing and misleading. CLECs asked for a
dialogue on this document, perhaps even joint preparation, so that it would be a reflection of a
common understanding between Qwest and CLECs. Because this has not happened, the

Commission should not place reliance on this document.

# Qwest Brief, at 5.
%6 Qwest Brief, at 18.
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The foregoing discussion points to one of the reasons it is important to have third-party
testing of Qwest’s CMP. Throughout the Qwest Brief, Qwest makes assertions of compliance
with CMP without providing evidence. Moreover, these assertions are refuted by the

Observations and Exceptions brought by KPMG. For example:

1. Exception 2003 states: “Qwest does not follow its established release notification
schedule when implementing IMA releases, and does not provide complete and accurate
information in its release notifications to enable co-providers to prepare adequately for
certification and implementation of new releases.” |

2. Observation 3066 states: “Qwest does not consistently employ the defined
Change Management Process (CMP) to exclude CLEC-impacting system changes from
point release versions of the Interconnect Mediated Access (IMA) interface.”

3. Exception 3111 states: “Qwest Systems Change Management Process (CMP)
lacks guidelines for prioritizing and implementing CLEC-initiated systems Change
Requests (CRs); criteria are not defined for developing the scope of an OSS Interface
Release Package.”

4. Observation 3094 states: “Qwest did not adhere to its established change
management process for notifying CLECs about a proposed change, and allowing input
from all interested parties.”

5. Exception 3102 states: “Qwest’s internal OSS interface change management

documentation is inconsistent and unclear.”

%7 See CMP Issues Log, item 231.
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6. Exception 3110 states: “Qwest did not adhere to its Change Management Process
document management standards and tracking of CLEC notifications through the Mailout

Notification System.”

The third-party testers are able to see activities within Qwest. This is something CLECs
are not able to do. The third-party testers must be allowed to review not only the language of the
Redlined Draft CMP Document, but they must also evaluate Qwest’s implementation and
performance of the Redesigned CMP, including whether Qwest’s internal documentation is
consistent with the redesigned CMP. As noted above, KPMG has already identified problems in

all these areas.

F. CMP Must Have A Process That Deals With P1Ds

As stated above in part A.6 of these comments, because there is such a close relationship
between CRs in CMP and the PIDs, there must be a process in CMP that permits meaningful
dialog when, for example, Qwest rejects a CLEC CR because of the existence of PIDs. In
addition to the CMP Issues Log, CLECs have identified this issue in the CMP Gap Analysis.
Covad, Eschelon and AT&T each identified this issue in Items 13 through 15 of the CMP Gap
Analysis, as follows:

How are CRs, which are either directly or indirectly related to PAP/PIDs, dealt with as

part of CMP? What is the interrelationship between the CPAP’s reference to CLEC-

affecting changes and the definition of CLEC affecting that is in the process of being

developed in CMP Redesign? (# 13)

PID interpretation, measurement, and changes and Qwest use of PID information in CR

Responses: Whether/how dealt with in CMP. (Refer to discussion in December CMP

meetings.) (# 14)

.. .. If this is Qwest’s proposal, it does not address the concern raised by AT&T and
other CLECs in CMP Redesign that PID change management needs to be done in an
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industry process and CMP is the most appropriate place to do it (after ROC) because of
the connection all of the activities in CMP have to the PIDs (Qwest rejects CRs based on
PIDs; Qwest wants to call CRs relating to PIDs regulatory changes). This remains a gap
in the Redesign. (# 15)

A related activity is the notice sent out by MTG to members of the ROC TAG on January
28, 2002.** In the notice, MTG requested that participants in the ROC TAG answer a number of
questions regarding PID administration after the ROC OSS test. From the questions, there is a
recognition that PID administration is necessary after OSS testing is concluded. AT&T provided
comments on February 11, 2002, which are attached hereto as Exhibit I. Following is an excerpt
from AT&T’s comments proposing industry collaboration on PID administration post 0SS
testing, including coordination with CMP and QPAPs:

Since the creation of the ROC OSS TAG, Steering Committee and Executive Committee,
other multi-state, industry-wide groups have been created. The Change Management
Process exists and contains two essential elements. The first element is for the
administration of changes to Qwest’s OSS. The second element is for changes to
Qwest’s products and processes. In addition to the two CMP elements, QPAP issues
point towards a multi-state, industry-wide approach to periodic plan reviews, periodic
audits of the performance measurement systems and modifications to either the QPAP or
the PIDs. For example, it would be an inefficient use of time and resources to have
fourteen individual audits of the same Qwest performance measurement systems and
processes.

While the groups and mechanisms for the administration of PIDs, CMP Systems and
CMP Process and Product have been separately developed, it has become increasingly
clear that there is much overlap between the functions. Change requests submitted by
CLECs in the CMP Process and Product forum have been denied because Qwest
considered the request a PID-related issue. Changes in Qwest’s processes or new Qwest
processes developed through the CMP Process and Product forum have created a need for
new or modified PIDs to measure the performance of the new or modified process.

In addition to the overlap between PIDs, and the CMP Systems and CMP Process and
Product elements, the still developing PAPs are adding to the overlap. For example,
Qwest has submitted change requests in the CMP Systems forum to address its potential
payment liabilities under the Colorado PAP. Also, since the various QPAPs rely upon
the PIDs, there should be no question that the QPAPs, in whatever form, will overlap
with PID administration.

*® Exhibit H is a copy of the e-mail sent on January 28, 2002, by Denise Anderson of MTG with a request for
comments on how to handle PID administration post ROC OSS testing.
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AT&T views the natural interrelationship between the four functions as follows:

While AT&T believes the above diagram represents the nature of the interrelationships,
the reality to date has been more like the below diagram:

. o

CMP

Product/
Process

It has been AT&T’s experience that important issues that are partly PID-related and
partly CMP Process and Product-related have been lost in the cracks between the CMP
and the ROC OSS TAG. When raised in the CMP Process and Product forum Qwest has
deemed the issue PID-related that is outside the scope of that forum. When raised in the
ROC TAG, Qwest has argued that the issue is not appropriate for discussion because it
impacts upon Qwest’s products or processes. AT&T is concerned that if the natural
interrelationships are permitted to continue to be ignored, Qwest can use the gaps
between the forums to delay issues important to the CLECs from being addressed or to
keep the issues from being addressed altogether.

While the Request for Comments is limited to long term PID administration, AT&T
believes one of the more important goals in the development of the Post-271
administrative environment is to ensure that there is a means to keep issues from falling
into the cracks between the various forums. AT&T is not proposing one super-group to
cover PIDs, PAP, and CMP systems, product and processes changes. However, any
model that is developed must recognize and accommodate the need for joint discussion
across one or more of these groups. For example, one desired change may impact upon
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Qwest systems, PIDs, and the PAP. The model should permit joint discussions on the
impact of the change between the CMP elements and the PID and PAP administration
groups. AT&T realizes that Arizona is not part of the ROC process; however, the issue of
the interrelationship between CMP and PIDs is overarching and affects CMP and PIDs in
all Qwest states. This significant gap must be addressed before Qwest’s CMP should be
considered compliant with the FCC’s requirements. Arizona should consider either
involvement with the ROC on PID administration post OSS testing, to benefit from the
discussions that have already commenced, or commence such discussion in Arizona to
include the interrelationship between PIDs and CMP.

G. Stand Alone Test Environment (SATE)

On January 28, 2002, AT&T filed the AT&T Comments on SATE Summary Evaluation
Report, Version 3.0, (“AT&T SATE Comments™) in Arizona. These comments concur in many
of the detailed comments of Hewlett-Packard (“HP™), the SATE evaluator engaged by the
Arizona Commission, as to the many deficiencies of SATE, although AT&T disagrees with HP’s
conclusions. AT&T will not repeat its comments here, but incorporates them by reference in
support of AT&T’s position that Qwest’s SATE is not compliant with the FCC’s requirement
that BOCs provide a stable testing environment that mirrors production.

Since the AT&T SATE Comments were filed, there have been additional activities
relating to SATE that AT&T believes are important to report here to the Commission. These
activities occurred on a conference call between Qwest and HP on February 12, 2002, and
another conference call between Qwest, HP, CLECs and the Arizona Commission Staff on

February 14, 2002. AT&T wants to ensure that the following points are considered:

I. There remain open issues with the SATE performance measurement, PO-19.
These issues include the appropriate performance standard benchmark: Qwest believes it
should be 95%, while CLECs believe it should be 98%. Failure rates of 5% are excessive

and unacceptable for a test system upon which CLECs will place reliance in conducting
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business with Qwest. Related to this issue is the extent to which the ongoing testing of
SATE is performed by Qwest. HP has been testing SATE with a test deck of
approximately 250 tests. AT&T supports this testing level as it includes varieties of test
conditions, products and services that CLECs would be using in the market. It is
AT&T’s understanding that Qwest plans for the test deck to contain many fewer tests, on
the order of 35 or 40. Qwest should not be allowed to determine the test deck, because of
the risk that Qwest will exercise those areas where it knows it will pass. In addition, a
more substantial test deck will produce more representative results for the ongoing
evaluation of SATE which is to be reportéd in PO-19.

2. Notwithstanding the disagreement over the appropriate benchmark for PO-19,
Qwest failed the lower 95% benchmark it advocates. The results of the HP testing
indicated only 93% of the test transactions were successful on the basis of the SATE 9.04
data definition. Thus, SATE fails on at least two counts: (i) it does not meet either
benchmark threshold proposed by the parties for PO-19 and (ii) since it fails the
benchmark, SATE fails to meet the requirement that it be available at least thirty days
prior to the availability of the production release.”’

3. Qwest intends to release SATE data definition 9.04a prior to February 25, 2001
(IMA 9.0 production release date), so that HP can re-test SATE prior to the release of the

production environment. Qwest intends to correct in SATE 9.04a definition some of the

problems identified through HP’s testing of SATE 9.04. While the outcome of the test

¥ SATE 9.0 was released on January 1, 2002, but Qwest promptly followed with three additional point releases to
address problems of which Qwest was aware. The SATE release that was used for testing (9.04) was provided on
February 4, 2002. The production release of IMA 9.0 will be available on February 23, 2002; so effectively, SATE
was released only 21 days before production, not thirty days as required.
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may be instructive, the requirement that SATE be available thirty days prior to the

production release date will still not be met.

4. Other remaining open issues with SATE include (i) whether there will be

comprehensive testing of VICKI (the post order proc;:ssor) and (i) whether there will be

any testing of Flow Through (another module of the test environment that is supposed to

permit testing of flow through). These issues are before the Arizona Commission for

resolution.

In addition, there remain open two Exceptions and one Observation relating to SATE that
were issued by KMPG.>® These observations indicate that SATE does not offer CLECs: (1)
sufficient troubleshooting capabilities; (ii) testing capabilities for all Qwest products offered in

production; and (iii) sufficient testing capabilities.

For all of the foregoing reasons, SATE currently is not an effective test environment for

CLEC:s to use and it does not meet the FCC’s requirements.

H. Qwest’s Reliance On Its SGAT As Part of The Qwest Section 271 Obligations
Fails If Qwest Has Not Completed The CMP Redesign For Both Systems
And Product/Process

1. Simply Modifying its SGAT During § 271 Workshops to Make it
Compliant with the Law Does Not In-And-Of-Itself Prove that Qwest is Complying with
Its SGAT as Modified. Rather, the Commission Must Examine the Underlying
Documents Qwest’s Personnel Actuatly Use to Implement the SGAT; These Underlying
Documents are Currently Under Review in the CMP Process as Requested by Qwest.
Thus, the Commission Should Hold any Rulings of Compliance in Abeyance Until the
CMP Process has Run its Course with Respect to These Documents.

To be in compliance with section 271 the FCC has declared that an RBOC, such

as Qwest, must “support its application with actual evidence demonstrating its present

*® Copies of the SATE Observations and Exceptions are attached at Exhibit J.
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compliance with the statutory conditions for entry.”™" That is, Qwest must show that “it

has ‘fully implemented the competitive checklist [item]... .””** Thus, Qwest must plead,
with appropriate supporting evidence, the facts necessary to demonstrate it has complied
with the particular requirements of the checklist item under consideration.*

For many, if not most of the revisions required to bring Qwest’s Statement of
Generally Available Terms and Conditions (“SGAT”) into compliance with its
obligations under sections 251, 252 and, hence section 271 there exist no PID
measurements and no actual evidence demonstrating present compliance. In fact, much
of the evidence of what Qwest actually does lies in its technical publications and its
PCAT.>* AT&T and others pointed out during the workshops that Qwest’s SGAT was
not consistent with its underlying documentation. Qwest’s response was that such
documentation along with agreements reached through the workshop process would be
fully addressed and implemented through the CMP process, and it further acknowledged
that any Commission order recommending that Qwest met a checklist item should be
conditioned on Qwest’s compliance with this commitment.*

At a minimum the Commission should confirm for itself that Qwest has kept the
commitment it made in relation to these document updates and it should further

determine whether the CMP dispute resolution process is sufficiently set-up to address

disputes that may arise between the parties and Qwest when they cannot agree that Qwest

3 In the Matter of Application by Bell Atlantic New York for Authorization Under Section 271 of the
Communications Act to Provide In-Region, InterLATA Service in the State New York, Memorandum Opinion and
Order, CC Docket No. 99-295, FCC 99-404 (Rel. Dec. 22, 1999), § 37 (“FCC 271 BANY Order”).

2 FCC 271 BANY Order, ] 44.

P 1d. at 9 49.

* The PCAT (Product Catalog) was formerly known and discussed during many workshops as the IRRG.

3% AZ Exhibit 4 Qwest 12; see also, CO Exhibit 4 Qwest 97, attached hereto as Exhibit K.
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has actually modified its technical publications and PCAT to conform to the SGAT.*®
Merely inserting a provision into the SGAT that states it will govern over any conflicting
documents, as SGAT § 2 does, does not fully address the issue because the FCC is
locking to the Commission to make a determination based upon evidence that Qwest is in
actual present compliance, not on some promised future compliance. More to the point,
field personnel from either the CLEC or Qwest do not refer to the 300+ page SGAT when
executing their jobs; rather, they rely on the PCAT and the technical publications. If
these documents are inconsistent with the SGAT, Qwest’s present actual conduct based
upon such documents is as well. As a result, no finding of compliance is possible based
upon such evidence,

Product documentation, such as technical publications and PCATSs, would go
through the product/process side of CMP. The fact that redesign of this portion of CMP
has barely started raises some question about Qwest’s ability to support the SGAT with
such underlying documents.

2. Like the Documents that Underlie the SGAT and Instruct Field Personnel,
Qwest Also Demanded that Certain Substantive Issues be Deferred to CMP for
Resolution. Here Again, To Make a Finding of Compliance, the Commission Should
Confirm Resolution of all Deferred Issues or Implement a Process for their Resolution.

Throughout the workshops, Qwest has deferred substantive issues to the CMP

process for resolution and consideration.”” Nowhere has Qwest to date brought those

% Qwest acknowledged that during the workshop process ho “explicit” dispute resolution process was set up to hand
the conflict between parties in relation to the PCAT and technical publications or any other issue in CMP. 3/27/01
Vol. I Multi-State Trans. at p. 86. It further acknowledged that dispute resolution would be addressed during the
General Terms workshop. 1d.

*71/25/01 CO Trans. at 23-24 (LIS trunk intervals); 822/01 CO Trans. at 323-329 (LIS trunk intervals); 5/17/01 AZ
Trans. at 1872-1873 (proper reasons for rejecting order); 6/27/01 Multi-State Trans. at 248-252 (changes in business
rules that would affect the rejection of an LSR); 6/28/01 Multi-State Trans. at p. 14 (impacts to order processing);
5/15/01 AZ Trans. at pp. 1347-1376 (process for notification of major Qwest builds); 4/10/01 AZ Trans. at 1423-
1425 (test bed issues); 5/01/01 Multi-State Trans. at 36 (process for CLECs to order loop plus MUX); 5/01/01
Multi-State Trans. at 38-39 & 327-335 {changes in policy for circuit ids); to name a few.
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issues back to the Commissions to demonstrate that they have actually been addressed
and resolved. In fact, AT&T, among others, has been reminding the Commissions that

this step was yet to be taken.

This is equally as important as the PCAT and technical publication consideration
because much of this material further indicates whether or not Qwest is actually in
compliance with what its SGAT suggests and whether Qwest has kept its word and
addressed the issues submitted to CMP. While Qwest’s desire to rush the closure of the
state section 271 process is understandable, Commissions should not fall prey to such

desire without coming full circle to adequately complete their own investigations.

L Change Management Issues Identified In The General Terms And
Conditions Workshop Are Still Not Closed

Running quickly through the “CM?” issues for which Qwest provides status in the Qwest
Brief, there appear to be twelve issues still open out of the original eighteen:

CM -1 (Clarity and accessibility of Qwest CICMP documents). The discussion in part

IV.E above, describes how Qwest documentation for CMP is not in a single document, is

not clear and that implementation is uncertain.

CM-2 (Definition and adequacy of Qwest’s escalation and dispute resolution process).

The escalation and dispute resolution processes in the Redlined Draft CMP Document are

inadequate as they still permit Qwest to implement changes over the objections of

CLEC:s, prior to escalation or dispute resolution is concluded. See Issue 226 in the CMP

Issues Log: “What is the status of a change when the escalation or dispute resolution is

invoked?” See Part [V.A.11 above.
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CM-3 (Five categories of changes in SBC documents). Qwest states that it has already
implemented four categories of change in the CMP process. The four categories would
include regulatory changes, industry guideline changes, CLEC-initiated changes and
Qwest-initiated changes. It is unclear what Qwest has implemented because the
regulatory change category is still an open issue and prioritization of regulatory and
industry guideline changes are still open issues. See part [V.A.12 above. There is the
impasse issue dealing with Regulatory Change. See part IV.D above. Industry Guideline
changes also continue to be discussed in CMP Redesign.
CM-7 (Qwest-generated CRs). Qwest has agreed to do CRs, but whether they get the
same treatment through the process as Qwest CRs is still an open issue. See part [V.A.11
(Qwest implements its CRs over CLEC objections) and 12 above.
CM-8 (Proprictary CR). Issues 88 and 89 on the CMP Issues Log state: (a) Propose
language for “proprietary CR” and (b) What is the process for a CLEC-originated CR
deemed proprietary and a process to handle proprietary CLEC questions and comments?
While these issue remain open and have never been discussed, the Qwest Brief
states that “this issues was raised because the prior process referred to proprietary CRs.
It is no longer an issue because the redesigned CMP does not provide for proprietary
CRs.”*® Qwest clearly arrived at this conclusion on its own, because this in not an agreed
disposition as between Qwest and CLECs. Qwest seems to be pushing more and more
issues to CMP, even when it appears appropriate to resolve the issue with the Qwest
account team or service manager. Given this push, it is possible that CLECs will need to
diéclose confidential or proprietary information to Qwest in a CR in order to explain the

need for a requested change. If the process does not address this possibility, what is a
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CLEC to do? This could stop a change request indefinitely until agreement on how to
handle the information is reached. It is particularly objectionable to AT&T that in this
“collaborative” effort, Qwest considers this issue closed without gaining concurrence
from the CLECS (or even discussing it). It is also important to note that the CR form
used in CMP has boxes to check as to whether the CR is a proprietary submission or
not.** How can this form raise the question of the CR being proprietary, while Qwest in
its Brief states that this is not part of CMP?

CM-10 (Whether CLECs have had input into the development of the CMP). Starting in
July 2001, AT&T can say that CLECs have had input into the development of a
redesigned CMP; however, that input is not completed yet and the CLECs do not yet
have a redesigned process to rely upon. This issue will not be satisfied until a clear
process emerges and is followed by Qwest. That time has not come yet, based on all of
the arguments set forth in Part IV of these comments.

CM-13 and 16 (Scope of CMP). The Interim Draft CMP Document does reflect
language on scope; however, in virtually every CMP Redesign meeting, as discussion
proceeds, parties repeatedly state that the parties need to verify that an issue under
discussion is covered within the scope. This is an item that will be revisited periodically
through the redesign process and then clarified, to the extent necessary, at the end of the
process.

CM-14 and 15 (Whether Contents of Exhibit G and H should be included in SGAT).

Exhibits G and H were the old CMP document and the old CMP escalation process,

8 Qwest Brief, at 11.

% At the following link, http://www qwest.com/wholesale/cmp/changerequest.html, one can find the Change
Request Form used in CMP. Near the top of the form, the following question is asked: “Proprietary for Submission
to Account Manager Only? Please click appropriate box.” [yes or no]
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respectively. Those will not be attached. Qwest states that it will attach the redesigned
CMP document as an exhibit to its SGAT. This may work, but it hinges upon what the
language in Section 12.2.6 of the SGAT states and that is unresolved to this point.
CM-17 (Processes for notification of CLECs and adequacy of process). There are at
least two open issues on the CMP Issues Log that deal with notification. They are
numbered 145 and 156. In addition, KPMG has opened Exception 3110, which states
that “Qwest did not adhere to its Change Management Process document management
standards and tracking of CLEC notifications through the Mailout Notification System.”
The adequacy of process remains open as Qwest continues to seek to implement its
changes over the objections of CLECs. On the flip side, CLEC changes only get‘
implemented if Qwest agrees. These are open issues.

CM-18 (Documents described and as yet unidentified or unknown, which include the
change request prioritization process and other links). The prioritization process is still
open and requires work at least on the following: Regulatory Change CRs, Industry ‘

Guideline CRs, level of effort, outputs at stages of the process.

J. Qwest Has Not Demonstrated That It Has Adhered To The New CMP
Process Over Time

The IWOs, Observations, Exceptions and CMP re-design raise a very critical issue that
has not been addresses by Qwest. The FCC has stated that in order for Qwest to demonstrate
that it is providing nondiscriminatory access to its OSS, Qwest must demonstrate that it “has

developed the necessary systems and personnel to provide sufficient access to each of the
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necessary OSS functions and... is adequately assisting competing carriers to understand how to
implement and use all of the OSS functions available to them.*
As part of this demonstration, the Commission will give substantial consideration of the
existence of adequate change management process and evidence that the BOC adhered to
this process over time.
Because Qwest’s re-design is a work in progress, Qwest cannot provide any evidence that it has
adhered to the process over time. The FCC Common Carrier Bureau also indicated that “[t]he
independent evaluation should assess the BOC’s change management process and should
include, but not be limited to, a review of the BOC’s ability to implement at least one significant

software release.” ** The FCC requires a third-party review of one major software release after

the re-design of CMP is complete.

V. CONCLUSION

Based on the foregoing and as summarized below, CMP Redesign has not progressed

sufficiently to determine that Qwest has met the FCC criteria for Section 271 approval.

A, Information Relating To The Change Management Process Is Not Clearly
Organized And Readily Accessible To CLECs.

Based on AT&T’s comments under part IV.E above, it is clear that the CMP is not
reflected in a single document. This is compounded by the difficulty in determining which part

of which CMP document applies to any particular process at any point in time.

* FCC 271 BANY Order, 9 102.
41 Id
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B. CLECs Have Not Had Sufficient Input In The Design And Continued OQperation of
The Change Management Process.

This should be clear from the vast number of significant issues that remain open as
identified in part IV.A above. See also, CMP Issues Log and CMP Gap Analysis. In addition,
redesign of the Product/Process portion of CMP, which has a significant impact on how CLECs

do business with Qwest, has barely started.

C. The Change Management Process Does Not Yet Define A Procedure For The
Timely Resolution of Change Management Disputes.

It is not clear that the process that has been adopted will result in timely resolution of
disputes. A broader issue with the resolution of disputes deals with the fact that CLECs are
always placed in the position of having to escalate or dispute things that happen in CMP, because
Qwest controls everything. This process cannot be considered effective if CMP is not designed
in a way that allows CLECs to deny Qwest CRs so that Qwest will have to use escalation/dispute
process in the same way CLECs have to use it. In addition, the escalation and dispute resolution
processes do not address the situations where Qwest insists on implementing a change over

CLEC objections.

D. Qwest Has Not Demonstrated A Pattern of Compliance With Its Change
Management Procedures.

Qwest states in the Qwest Brief that “Qwest has demonstrated a pattern of compliance
with its change management procedures,”* but Qwest presents no evidence to support this
assertion. Given all of the problems identified by third-party testers, as outlined in Part IV.C

above and Exhibit G, it is clear that Qwest is far from compliant with its Change Management

2 Letter dated September 27, 1999, from Lawrence E. Strickling, Chief, Common Carrier Bureau, to Ms. Nancy E.
Lubamersky, U S West,
% Qwest Brief, at 18.
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Procedures. Such compliance must be determined by third-party testers and cannot be completed
until Qwest has fully implemented a fully redesigned CMP. 1t is difficult to understand how
Qwest, in good faith, could assert unqualified compliance when it is aware of the outstanding

CMP test issues and choose to completely omit these issues from the Qwest Brief.

E. Qwest Does Not Yet Make Available A Stable Testing Environment that Mirrors
Production.

In part IV.G above, AT&T has demonstrated that Qwest does not yet provide a stable
stand-alone test environment that mirrors the production environment. KPMG Observations and

Exceptions also highlight the deficiencies of SATE.
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CHANGE MANAGEMENT PROCESS (CMP)
-FOR-LOCAL-SERVICE ORDERING AND PROVISIONING
INTRODUCTION-[Need-to-re-address-at-a-later dats]

1.0 INTRODUCTION AND SCOPE

Ineed-to-readdress-at-a-later-date]
Actionltem-17

This document defines the processes for change management of -ess0SS interfaces, products
and processes (including manual) as described below. CMPmp provides a means to address

changes that support or affect pre-ordering, ordering/provisioning, maintenance/repair and
billing capabilities and associated documentation and production support issues for local
services provided by elecCLECSs to their end users.

The empCMP is managed by clecCLEC and gwestQwest representatives each having distinct
roles and responsibilities. The elesCLECs and gwestQwest will hold regular meetings to
exchange information about the status of existing changes, the need for new changes, what
changes gwestQwest is proposing, how the process is working, etc. The process also allows for
escalation to resolve disputes, if necessary.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare previded-to CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean *including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02
Qwest wuil track changes to 08s0SS interfaces, products and processes. The empCMF’ mcludes

Qwest will process any such changes in_accordance wnth the empCMP described in th|s
document.

manuapand—ebctren@mmte#aceawmlmwew%—pmeweﬁ—%d%wdep_pmwsmnq

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-areprovided-te-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team,
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11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

what-changes-the-providerQwest-is-proposing,—how-the process-is-werking-etc.—Fhe-process
| ' : \ati | - I _

The CMP is dynamic in nature and, as such, is managed through the regularly scheduled
meetings—and -is—based—-on—group—consensus. The parties agree to act in Good Faith in
exercnsmg their rights and performing their obligations pursuant to this CMP Ths document  may

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to- CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Changes to-Existing Interfaces

2.0 TYPES OF CHANGE

Athe Cehange Rrequest should fall into one of the following classifications:

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedto-CLECSs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

2.1 Regulatory Change

A RegulatoryType-2 Cehange is mandated by regulatory or legal entities, such as the Federal
Communications Commission (FCC), a state commission/authority, or state and federal courts.
Regulatory changes are not voluntary but are requisite to comply with newly passed legislation,
regulatory requirements, or court rulings. Either the custemerCLEC or the-providerQwest may
initiate the change request.

H.2.2 Type-3{Industry Guideline) Change

A-Type-3-change-implements-telecommunicationsAn -Industry Gguideline Change implements
Industry Guidelines- using a national implementation timeline, if any. Eitherthe-providerQwest
or the customerCLEC may initiate the change request. These guidelines are industry defined
by:

Alliance for Telecommunications Industry Solutions (ATIS) Sponsored
Ordering and Billing Forum (OBF)

Local Service Ordering and Provisioning Committee (LSOP)
Telecommunications Industry Forum (TCIF)

Electronic Commerce Inter-exchange Committee (ECIC)

Electronic Data Interface Committee (EDI)

American National Standards Institute (ANSI)

MN.2.3 Type4{ProviderOriginated) Change Qwest Originated Change

A-Type-4-A Qwest Originated change is originated by the-providerQwest does not fall within the
changes listed above and is within the scope of CMP-and-affectis-interfaces botween-customers

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-te-GLEGs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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V2.4 Type 5{CustomerCLEC Originated} Change-CLEC Originated Change

A-Fype-5-A CLEC Originated change is originated by the customerCLEC does not fali within the

chanqes ||sted above and is within the scope of CMPand—aﬁeetmnte#ases—between-custemers

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including I
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usecrsthat-are-provided-to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “ncluding, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare provided-to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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3.0 CHANGE REQUEST INITIATION PROCESS

31 CLEC-Qwest OSS Interface Change Request Initiation Pro Revised 11-01-01
The change request initiator will complete a Change Request Form JiX X) as defined
by the instructions on Qwest's CMP web site. The Change Reques Form is also located on
Qwest's CMP web site.

(WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT THE CMP REDESIGN TEAM
HAS PROPOSED CHANGES TO THE CHANGE REQUEST FORM THAT WOULD CLARIFY
THE CHANGE THAT IS BEING REQUESTED AND PROVIDE MORE GUIDANCE FOR
QWEST TO ASSESS ABILITY TO SUPPORT AND LEVEL OF EFFORT. WCOM
COMMENTS: WE NEED TO HAVE PARITY LANGUAGE FOR CHANGES MADE TO ALL
INTERFACES AT THE SAME TIME INSERTED THROUGH OUT THIS DOCUMENT.)

A CLEC or Qwest may-requesting(AT&T Comment) seeking to-a changeto an existing OSS
interface:, (AT&T Comment) to establish a new OSS interface, or (AT&T Comment) tothe
retirement-of an existing OSS interface must submit a change request (CR). (WCOM
COMMENT: WCOM BELIEVES THE TYPES OF CHANGES THAT CAN BE REQUESTED BY
EITHER PARTY NEED TO BE SPECIFIED HERE. THE CMP REDESIGN TEAM AGREED
THAT THE FOLLOWING CHANGE REQUEST TYPES CAN BE REQUESTED BY EITHER
PARTY:

TYPE 2 (REGULATORY), TYPE 3 (INDUSTRY GUIDELINE), AND DEPENDING ON THE
PARTY EITHER TYPE 4 (QWEST INITIATED) OR TYPE 5 (CLEC INITIATED))

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities

for local services provided by CLECs to their end usersthat-are-providedte-CLEGs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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1,12-19-01,

A CR originator-cles e-mails a completed changerequest(CR) form to the Qwest-sSystems

CMP Manager: within two (2) business days after Qwest receives a complete CR: (WCOM
COMMENT: THE WAY THIS READS, QWEST INITIATED CRS FOLLOW THIS SAME
PROCESS, IS THAT THE INTENT? WCOM BELIEVES IT SHOULD BE.)

»  Qwest's CMP Manager assigns a CR number and logs the CR into the CMP database.
The Qwest CMP Manager- forwards the CR to the CMP Group Manager.

¢+ The Qwest CMP Manager- sends acknowledgement of receipt to the-submitteroriginator and
updates the CR database-.

Within two (2) business days after acknowledgement:

The Qwest CMP Manager posts the complete CR to the CMP web site.

o The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identifies the appropreiate director responsible for the CR.

o Tthe CRPM obtains forrom the director the names of the assigned subject matter expert(s)
(SME).

o Tthe CRPM will provide a copy of the detailed CR report to the CR originator which in¢cludes

the following information:

description of CR

originatoring-clec

assigned CRPM

assigned CR number

designated Qwest SMEs and associated director(s)

Within eight (8) business days of receipt of a compiete CR, the CRPM will coordinates and holds
a clarification meeting with the originatorting clec and Qwest’'s SMEs. lif the-eriginating
¢lecoriginator is not available within the above specified time frame, then the clarification
meeting will be held at a mutually agreed upon time. Qwest-will may not provide a response to a
CR until a clarification meeting has been held.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthat-ore provided to-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.

Page 15




MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
RIS DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,
11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

At the clarification meeting, QQwest and the originatingor-clec will review the submitted CR,
validate the intent of the originatingor's gle¢’s CR, clarify all aspects, identify all questions to be
answered, and determine deliverables to be produced. After the ciarification meeting has been
held, the CRPM will document and issue - meeting minutes within five (5) business days.
Qwest's SME will internally identify options and potential solutions to the CR.

CRs received three (3) weeks prior to the next scheduled CMP meeting will be presented at that
CMP meeting. Aat least one (1) week prior to that scheduled CMP meeting, the CRPM will have
the response posted to the web, added to CMP database, and will notify all CLECs via email.
CRs that are not submitted by the above specified cut-off date may be presented at that CMP
meeting as a walk-on item with current status. Qwest may not provide responses to these walk-
on requests until the next months CMP meeting. Tthe ariginatoring-clec will present its CR and
provide any business reasons for the CR. Items or issues identified during the previously held
clarification meeting will be relayed.- Pthenparticipating-clecsCLECs will then be given the
opportunity to comment on the CR and subsequent clarifications. Celarifications and/or
modlifications related to the CR will be incorporated. Qwest's SME will present options and
potential solutions to the CR if applicable. Ceonsensus will be obtained from the participating
clecsCLECs as to the appropriate direction/solution for Qwest's SME to take in responding to
the CR if applicable.

ena-moenthly basis-gQwest - will reviews the received-crCRs received prior to the cut off date
and evaluates whether gwestQwest can implement them.-gQwest’s responses will be one of the
following:
o ‘“aAccepted” (gQwest will -implement the clecCLEC request) with position stated—or iif the
erCR is accepted, gQwest will provide the following in its response:
o Ddetermination and presentation of options of how the-6rCR can be implemented
o lidentification of the preliminary level of effort (Ss, M, LI, Xl=x|) required to implement
the ¢rCR. (WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT A REQUEST
WAS MADE AS TO WHAT IS MEANT BY PRELIMINARY LEVEL OF EFFORT AND IS
TO BE DEFINED BY QWEST.)
¢ Ssmall — requires changes to only one subsystem of a single system
s  Mmedium - requires changes te 2 or more subsystems of a single system
o llarge — requires changes to 2 or more systems or complex changes in multiple
subsystems of a single system
s Esxtra Llarge — requires extensive redesign of at least one system.

s “dDenied” (gQwest will not implement the clecCLEC request) with basis for the denial,
including reference to substantiating material. (WCOM COMMENT: AGAIN THE WAY THIS
READS, QWEST INITIATED CRS MAY BE DENIED AS WELL. THIS IS APPROPRIATE
GIVEN THAT THE CMP REDESIGN TEAM AGREED THAT QWEST AND CLEC

ORIGINATED CRS GO THROUGH THE SAME PROCESSES )

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthat-are provided to-CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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ilf slacsCLECs do not accept qQwest’s response, they may elect to escalate or dispute the-erCR
in accordance with the agreed upan empCMP escalation or dispute resolution procedures, lif the
originating elecCLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the-6rCR and any other-clecCLEC may become
responsible for pursuing the erCR upon providing written notice to the-gQwest-empCMP
mManager. lf the ¢lecsCLECs do not accept-aQwest's response and do not intend to escalate
or dispute at the present time, they may request-gQwest to status the-¢rCR as deferred. Tthe
cfCR will be statused deferred and clecsCLECs may activate or close the-¢rCR at a later date.

aAt the monthly empCMP meeting, the-6rCR originator will provide an overview of itstheir
respectlve srCR(sl and quest will present elther a status or tts response —ew%ha#qwest—has

aQwest or elecCLEC originated ¢rCRs for changes to an existing-ess0SS interface will then be
prioritized by the ¢leesCLECs and gQwest resulting in the initial release candidate list.
clecCLEC or gQwest originated €rCRs for introduction of a new interface or retirement of an
existing interface are not sub|ect to Qr ioritization and will follow the introduction or retirement

processes outlined in Sgec

Based on the initial release candidate list, Qwest will begin its development cycle which includes

the following milestones:

» Business and systems requirements: -Qwest engineers define the business and functional
specifications during this phase. The specifications are completed on a per candidate basis
in priority order.

¢ (AT&T Comment) Packaging: Qwest and CLECs will discuss grouping candidates
with affinities may be addressed more efficiently if taken together.fAT&T comment:
this may not be exactly the right description. We just wanted to add this to this list of
steps.]

+ Design: Qwest engineers define the architectural and code changes required to complete
the work associated with each candidate. The design work is completed on a per candidate
basis in priority order.

» Code & Test: Qwest engineers will perform the coding and testing required to complete the
work associated with each candidate. The code and test work is completed on a per
candidate basis in priority order.

Uusing the initial release candidate list, qQwest will begin business and system requirements.
dDuring the business and systems requirement efforts, CRs may be modified or new CRs may

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are-provided-to-GLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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be generated (by clecsCLECS or gQwest), with a request that the new or modified CRs be
considered for addition to the release candidate list (late added CRs). (WCOM
COMMENTS:CHANGE “INITIAL RELEASE CANDIDATE LIST TO “RELEASE CANDIDATE
LIST.) lif the empCMP body grants the request to consider the late added-erCRs for addition to
the release candidate list, qQwest will size the-erCR’s requirements work effort. lif the
requirements work effort, for the late added-erCRs, can be completed by the end of system
requirements, the initial release candidate list and the new-erCRs will be pri orltlzed by
cleesCLECSs in accordance with the agreed upon pPrioritization pProcess (se x). lif
the requirements work effort, for the late added-crCRs, cannot be completed by the end of
system requirements, the efCR will not be eligible for the release and will be returned to the pool
of ¢rCRs that are available for prioritization in the next-ossOSS interface release.

aAt the monthly empCMP meeting following the completion of the business and system

requirements, gQwest will conduct a packaging discussion, which may include packaging
options based on any affinities between candidates on the release candidate list. Tthe newly
packaged list of erCRs will be used as the release candidate list during the design phase of a
release. aAt the monthly smpCMP meeting following the completion of design,-aQwest will
commit to a final list of erCRs for inclusion in the release. (WCOM COMMENT: PLEASE
CLARIFY? IT SOUNDS LIKE QWEST CANNOT PACKAGE CRS UNTIL THE BUSINESS
AND SYSTEM REQUIREMENTS PHASE IS COMPLETE WHICH IS AFTER PRIORITIZATION
HAS TAKEN PLACE...THUS IT IS CONCEIVABLE THAT CRS THAT MAY HAVE BEEN
CONSIDERED LOW PRIORITIZE COULD HAVE AFFINITY WITH A HIGH PRIORITY
CANDIDATE AND BY ASSOCIATING THE TWO, A HIGHER PRIORITY CANDIDATE MAY
NOT MAKE IT TO THE DESIGN PHASE BECAUSE OF THE PROCESS THAT WOULD BE IN
PLACE WHICH LOOKS AT PRIORITY ORDER. QUESTION: IS IT POSSIBLE FOR QWEST
TO PACKAGE CRS PRIOR TO THE PRIORITIZATION PHASE? IF SO, WE COULD AVOID
THE ABOVE POSSIBILITY.)

lif,_in the course of the code and test effort,-qQwest determines that it cannot complete the work
required to include a candidate in the planned release, gQwest will (AT&T Comment) discuss

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including |
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are providedte-CLEGCs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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advise-the 6lecCLECS, in the next-empCMP meeting, (AT&T Comment) either-of the removal
of that candidate from the list (AT&T Comment) or a delay in the release date to incorporate
that candidate. If the candidate is removed from the list, Qqwest will also advise the
cleesCLECS as to whether or not the candidate could become a candidate for the next point
release, with appropriate disclosure as part of the current major release of the-essQOSS
interface. Aalternatively, the candidate will be returned to the pool of erCRs that are available
for prioritization in the next 0ssOSS interface release.

wWhen Qgwest has completed development of the-essOSS interface change,-qQwest will
release the ess0SS interface functionality into production for use by the-clecsCLECs.

gUpon implementation of the 08s0SS interface release, the ¢rCRs will be presented for closure
at the next empCMP monthly meeting.

From-Master Redline10-03-04
MLE&MLsubmmﬁhang&RequespEem4Gmtheapwepnam~QwespGMlLManagw

eteness-WIthm—Ma—(s—days—ef—reeelpt—Qwest—wuLen&her—request

pendmg-mmal ratmgL
VWthln—Meﬂty-one—éztycalendapday&aﬂenh&ehangHequest—@ submitted,-Qwestwill-provide

Allvalid-change-requests-and-the-change-request-log-will be-posted-on-Qwest's web-site.
%&mammmammsm&mmmmwsmmmmn

mquesﬂng%&%e%&wﬂ%emaﬂybe@en&mmauoﬂweskwdhmpﬂe%mge
Managementteam members.

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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2O Ne—

regulate;y—mandatemeug—memesm Ch

f-Qwest-announces-a-new-interface-before-applicable-guidelines-are-finalized-at-the-appropriate

industry-forums,-Qwest-will-review-the-final-guidelines-when-they-are-issued—The-reviewwill
determmeany—alte;ahens—that—maybe«necessaryier—eemphanc&mth—the—fmahzec#%quwements

H'

;equmements and—pmwd&known-exceptlensrto« mdustn:ygmdehnes

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLEC s

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team,
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3.2 CLEC PRODUCT/PROCESS CHANGE REQUEST INITIATION PROCESS

If a CLEC wants Qwest to change a Product/Process the CLEC e-mails a completed Change
Request (CR) Form to the Qwest Product/Process CMP Manager, Within 2 business days
Qwest's Product/Process CMP Manager reviews CR for completeness, and requests additional
information from the CRer originator, if necessary;. within two (2) business days after Qqwest
receives -a complete CR;

» _The Qgwest CMP manager assigns a CR Number and- logs the CR into the CMP
Database.
The Qwest CMP Manager forwards the CR to the CMP Group Manager,
Tthe Qgwest CMPsmp manager sends acknowledgment of receipt to the CR submitter and
updates -the CMPemp -Database.

Wwithin two (2) business days after ACKNOWLEDGMENT,

The Qwest CMP Manager posts the complete CR to the CMP Web site

o The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identifies the appropriate Director responsibie for the CR.

e The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s)
(SME).

» the CRPMerpm will provide a copy of the detailed CR report to the CRer originator which
includes the following information:

Description of CRer

originating CLEClec

assigned CRPMerpm

assigned CRer number

designated Qgwest SMEsmes and associated director(s)

Within eight (8) business days after receipt of a complete CRer, the CRPM Coordinates and
holds a Clarification Meeting with the Originating CLEC and Qwest’s SMEs. _lif the originating
slecCLEC is not available within the above specified time frame, then the clarification meeting
will be held at a mutually agreed upon time. Qgwest will not provide a response to a CRer until
a clarification meeting has been held.

At the Clarification Mesting, Qwest and the Originating CLEC review the submitted CR, validate
the intent of the Originating CLEC’s CR, clarify all aspects, identify all questions to be answered,

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare provided-to CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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and determine deliverables to be produced. after the clarification meeting has been held, The
CRPM will document and issue meeting minutes within five (5) business daysBUSINESS
DAXS. Qwest's SME will internally identify options and potential solutions to the CR
CRs received three (3) weeks prior to the next scheduled CMP meetingFTHREE (3)-WEEKS
PRIOR-TO THE NEXT-SCHEDULED crmp-mEETING will be presented at that THAT- CMP
Meeting. CRers that are not submitted by the above specified cut-off date may be presented at
that empCMP meeting as a walk-on item with current status. The Originating CLEC will present
its CR and provide any business reasons for the CR. ltems or issues identified during the
previously held Clarification Meeting will be relayed. Then, participating CLECs will be given the
opportunity to comment on the CR and subsequent clarifications. Clarifications and/or
modifications related to the CR will be incorporated. Qwest’'s SME will present options and
potential solutions to the CR. consensus will be obtained from the participating CLECs as to the
appropriate directicn/solution for Qwest's SME to take in responding to the CR.

Subsequently, Qwest will develop a draft response based on the discussion- from the Monthly

CMP Meeting- Qwest’s Responses will be:

o “Accepted” (Qwest will implementtMRPLEMENT the CLEC request) with position stated, or

s “Denied” (Qwest will not implement the CLEC request) with basis for the denial, including
reference to substantiating material.

Aat least one (1) week prior to the next scheduled-empCMP meeting, The CRPM will have the
response posted to the Web, added to CMP Database, and will notify all CLECs via email

All Qwest Responses will be presented at the next scheduled smpCMP meeting by -Qwest, who
will conduct a walk through of the response. Participating CLECs will be provided the
opportunity to discuss, clarify and comment on Qwest's Response

Based on the comments received from the Monthly Meeting, Qwest’ may revise its response
and issue a modified response at the next monthly CMP _meeting. within ten (10) business days
after the empCMP meeting, Qgwest will notify the-cleeCLECs of Qqwest's intent to modify its
response.

If the CLECs -Bdo not accept Qwest's response, any-cleeCLEC can elect to escalate the CR in
accordance with the agreed upon cmpCMP Escalation or dispute resolution Procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the
disputeDISBUTE resolution, it may withdraw its participation from the CR and any other CLEC
may become responsible for pursuingPURSUING- the CR upon providing written notice to the
Qgwest empCMP manager.

lif the CLECs do not accept Qwest's response and do not intend to escalate or dispute at the
present time, they may request Qwest to status the CR as deferred. The CR will be statused
Deferred and clecCLECs may activate or close the CR at a later date.

! Throughout this document, OSS Interfaces are defined as existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are-provided-te-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”
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Tthe CLECs’ acceptance of Qwest’s response may result in:

e The response answered the CR and no further action is required:;

e The response provided an implementation plan for a product or process to be developed:
¢ Qwest Denied the CLEC CR and no further action is required by CLEC.

lif the clecCLECs have accepted Qgwest's response, Qwest will provide notice of planned
implementation in accordance with time frames defined in the-empCMP. If necessary, Qwest
may request that CLECs provide input during the development stage. Qwest will then deploy the
Qwest recommended implementation plan-

Aafter Qwest’s revised/new product or process is placed into production, CLECs- will have no
longer than 60 calendarCALENDAR days to- evaluate the effectiveness of Qwest’s revised/new
product, or process, provide -feedback, and indicate whether further action_is required.
Ceontinual process improvement will be maintained.

Finally, the CR will be closed when ¢lecCLECs dstermine that no further action is required for
that CRer.

EFrom Master-Redline 10-03-01

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisicning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECS.

2 Throughout this document, the terms “include(s)” and “including” mean *including, but
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4.0 INTRODUCTION OF A NEW OSS INTERFACE

The process for introducing a new interface will be part of the CMP__Introduction of a new OSS
interface may include an application-to-application or a Graphical User Interface (GUI} .

It is recognized that the planning cycle for a new interface, of any type, may be greater than the
time originally allotted and that discussions between CLECs and Qwest may be held prior to the
announcement of the new interface.

With a new interface, CLECs and Qwest may define the scope of functionality introduced as part
of the OSS Interface.

k4.1 Introduction of a New Application-to-Application InterfaceRele

At least nine (9) months in advance of the target implementation date of a newapplication-to-
application interface, Qwest will issue a Release Announcement, post the Preliminary Interface
Implementatlon Plan on Qwests web snte and may host a deslgn and development meeting.

4.1.1 Release Announcement

Where practicable, the Release Announcement and Prellmlnarv Interface Impiementatlon Plan
will include: Qu : i h : C i

* _Proposed functionality of the interface including whether the interface will replace an existing
interface

» Proposed detailed-implementation time line (e.g., milestone dates, CLEC/providerQwest
comment_cycle/response-{urnaround dates)

* Proposed meeting date to review the Preliminary Interface Implementation Plan

BProviderconstraints

e Exceptions to industry guidelines/standards -ete. if applicable

) .

& 'GFQ.SEd CLEC/provider meeting-plans

- :aq.u"a'“a”ts

E”;; osIgh 8.‘ Q.l euelelpFlnent LRyl

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
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EPlanned Implementation Date
®

41.2 4.2 CLEC Comments/Qwest Response Cycle and Preliminary Implementation Plan
Review Meeting

CLECs have fourteen (14) calendar days from the initial release announcement to provide
written comments/questions on the documentation. Qwaest will respond with written answers to
all CLEC issues within twenty-one (21) calendar days of the Initial Release Announcement.
Qwest will review these issues and its implementation schedule at the Preliminary
Implementation Plan Review Meeting approximately twenty-eight (28) calendar days after the
Initial Release Announcement.

4.1.3 .32 —Initial Interface Technical Specifications

Qwest will provide draft technical specifications at least one hundred twenty (120) calendar days

prior to implementating the release—unlessthe CMP-Exception-Process—({see-Section-xx}-has
been-invoked. In addition, Qwest will confirm the schedule for the walk-through of technical

specifications, and- CLEC comments, and Qwest response cycle.

4.1.4 31.321—  Initial Notification Content

This notification will contain:

»__Purpose

» _Logistical information {including a conference line) for walk-through
Reference to draft technical specifications, or web site

Additional pertinent material

CLEC Comment/Qwest Response cycle

Draft Connectivity and Firewall Rules

Draft Test Plan

4.1.5 143 Walk Through of Draft Interface Technical Specifications

Qwest will sponsor a walk through, including the appropriate internal subject matter experts
(SMEssmes), beginning one-hundred and ten (110) calendar days prior to implementation
(AT&T Comment) and ending one-hundred and six (106) calendar days prior to
implementation. A walk through will afford CLEC SMEs the opportunity to ask questions and
discuss specific requirements with Qwest’s technical team. CLECs are encouraged to invite their
technical experts, systems architects, and designers, to attend the walk through.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-GLECs-
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4.1.6 k43.4— Conduct Walk-through
Qwest will lead the review of technical specifications. Qwest technical experts will answer the
CLEC SMEs’ questions. Qwest will capture action items such as requests for further clarification.

Qwest will follow-up on all action items. and-notify CLECs-of responses-100-calendardays prior
to-implementation.

4.1.7 54— CLEC!s Comments on Draft Interface Technical Specifications

If the CLEC identifies issues or requires clarification, the CLEC must send a-written—respense
comments/concerns to the Systems CMP Manager no later than one-hundred and four (104)
calendar days prior to implementation.

418 1.65—— - QwestWEST Response to Comments

Qwest will review and respond with written answers to all CLEC issues, comments/concerns
and action items captured at the walk through, no Jater than one hundred (100) calendar days
prior to implementation. The answers will be shared with all CLECs, unless the CLECs
question(s) are marked proprietary. Any changes that may occur as a result of the responses
will be distributed to all CLECs in the final notification letter. The notification will include the
description of any change(s) made as a result of CLEC comments. The change(s) will be

419 76— —Final Interface Technical Specifications

Generaily, no less than one hundred (100) calendar days prior to the implementation of the new
interface, Qwest will issue the Final Release Requirements to CLECs via web site posting and a
CLEC notification. (WCOM COMMENT: WHY IS THE TERM “GENERALLY” INSERTED
HERE? THERE SHOULD BE SPECIFIED RELEASE NOTICE DATES FOR INTERFACE
TECHNICAL SPECIFICATIONS.)

Final Release Reguirements will include:

Detailed requirements
~ it I I Rul

¢ Final Notification Letter, including:

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECs-
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e Summary of changes from Qwest response to CLEC comments on Draft Technical
Specifications

e _|f applicable, Indication of type of change (e.g., documentation change, business rule

change, clarification change)

Purpose

Reference to final technical specifications, or web site

Additional pertinent material

Final Connectivity and Firewall Rules

Final Test Plan (including Joint Testing Period)
Release date

. 72— Content-of Final Notification Letter

The-Final-Release-will-include-the-following:

Summaw—ef-ehanggs-fram—@wesﬂespemse—to—cemments

Qwest’s planned implementation date will not be sooner than one hundred (100) calendar days
from the date of the final release requirements, unless-the exception-process-has been-invoked.
The implementation time line for the release will not begin until final specifications are provided.
Production Support type Emergency changes within the thirty (30) calendar day test window can
occur without advance notification but will be posted within 24 hours of the change.

#12-CLEC-and Qwest Comments/Responses/Comments

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities

for local services provided by CLECs to their end usersthat are provided to-CLEGCs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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4.2 Introductinn of a New GUI
Qwest will issue a Release Notification forty~five (45) calendar days in advance of the Release
Production Date. This will include;

» Proposed functionality of the interface including whether the new interface will replace an
existing interface.

« |Implementation time line (e.g., milestone dates, CLEC/Qwest comment cycle, Interface
overview date)
implementation date

* Logistics for GUI Interface Overview

At least twenty-eight (six-{28)-26) calendar days in advance of the target implementation date of
a new GUI mterface Qwest will |ssue a Release Announcement——pest—the—lnte#aee@verwew-en
. At a minimum, the Release

Announcement WI|| mclude~

¢ Draft User Guide
Pmpesediunetmna%y—ef—the—mte#ase

Ma%mwmemnewmqwements%egwhardware—seﬂware—eon nectivity -firewall-rules,

et

¢ How and When Training will be administered

tmplementation date (WCOM COMMENT: WHAT ABOUT IMPLEMENTATION DATE AND
INTERFACE OVERVIEW SCHEDULE?)

4.21 UA-Interface Overview

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedto-CLEGCs:
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The Interface Overview meeting should be held no |ater than twenty- seven (27) calendar days
prior to the Release Production Date. At the meeting, Qwest will present an overview of the new
interface.

4.2.2 UH24-CLEC Comments and Qwest Response

At ieast twenty--five (25) No-more-thanfour{4) calendar days prior to the Release Production
Date [AT&T Comment: we should define this in the Master Redline. If it is already on the
list as a term we need to define, that’s fine. following-the-Release-Announcement CLECs
must forward their written comments and concerns-gquestions to Qwest. Qwest will consider
¢lecCLEC comments and may address them -Qwest will respond-to- CLEC-comments with the
release of the Final Notification. -atthe-Interface Overview Meeting.

u—zwlnterfaee-c}vemew

- =Vo MaaT-T- -- 0 d-ba-nela-ng =N - a

thmamw%ewjg—ththmnwmeteﬂaee
including:
Response-to CLEC Comments

4.2.3 W3-Final Notification

Qwest will issue a final notice no less than twenty -one (21) cCalendar-14 days prior to the
Release Production implementation-date. The final notice will include:

e A summary of changes from the initial notice, including type of changes (e.g., documentation
change, clarification, business rule change).
Final User Guide
Final Training information
Final Implementation date.

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-t6-CLECs:

2 Throughout this document, the terms “include(s)® and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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o MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
(M DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,
11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

At the ﬁrst empCMPGMP systems monthly meetmg_of each quarter quest er also provide a

rolling twelve (£12) month tbd view of its ossOSS interface development schedule. (AT&T

Comment) (including proposed new releases, new interfaces and, to the extent possible,
retirement of existing interfaces).fAT&T Comment: If there is another place where the
rolling 12 month view is discussed, we could put this clarifier there, but this is the only
place I have seen it so far.]

Qwest standard operating practice is to implement 3 major releases and 3 point releases (for
IMA only) within a calendar year. Unless mandated as a Regulatory Change, Qwest will
implement no more than four (4) releases per (AT&T Comment) IMA OSS Interface (AT&T
Comment) [and no more than two (2) released for other OSS Interfaces.KAT&T to-check—
action-item)} requiring coding changes to the CLEC interfaces within a calendar year. The
Major release changes should occur no less than three (3) months apart. (WCOM COMMENT:
IF THIS CLAUSE IS REQUIRED FOR IMA RELEASES ONLY, THERE SHOULD BE
LANGUAGE TO ADDRESS THE RELEASE CYCLES OF OTHER OSSs INCLUDED IN THIS
DOCUMENT.) [AT&T Comment: Qwest was to determine whether it can agree to 2
releases on interfaces other than the IMA.}

Appl|cat|on-to-AppI|cat|on 0SS Interface

dates— Qwest wnll support the previous major Imterconnect Mmedqated Aaocess (maIMA) ima

EDI release for six (6) months after the subsequent major ima—edilMA EDI release has been
implemented.

Past versions of —ima—edilMA EDI will only be modified as a result of production support
changes. (AT&T Comment) When such production support changes are made, Qwest will
also modify the related documentation. Will beimplelemented in past versions of ima edi. All
other changes become candidates for future ima ediiMA EDI releases.

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and biiling capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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I DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

Qwest makes one version of the Eelectronic Bbonding-Ttrouble Aadministration (ebtaEBTA) and

billing interfaces available at any given time, and will not support any previous versions.

(WCOM COMMENT: BECAUSE QWEST DOES NOT SUPPORT VERSIONING FOR EBTA

OR BILLING INTERFACES, THE REDESIGN TEAM NEEDS TO MAKE SURE THAT THE

RELEASE NOTIFICATIONS FOR THESE INTERFACES ARE PROVIDED TIMELY ENOUGH

THAT REQUIREMENTS CAN BE IMPLEMENTED BY CLECS PRIOR TO THE
IMPLEMENTATION OF THE NEWEST RELEASE.)

Unbss—mandateMwMHmpbmenLne-mmHhaWMease&#eqwmw&ng

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedto-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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11-29-01, 12-10-01,12:19-01, 01-03-02, 02-07-02

Graphical User Interface {(GUI)

Qwest makes one version of a guiGUI available at any given time and will not support any
previous versions. (WCOM COMMENT: WOULD IT NOT BE FAIR TO SAY THAT QWEST
CANNOT SUPPORT VERSIONS OF ITS IMA GUI INTERFACE BECAUSE ITIS A INTERNET
CONNECTION? THUS THERE IS A DIFFERENCE WHEN YOU CONSIDER THE ABILITY TO
SUPPORT VERSIONS (EBTA & BILLING) AND THE INABILITY TO SUPPORT VERSIONS.
WCOM BELIEVES THIS NEEDS TO BE MADE CLEAR.)

—Interconnect- mediated-access-{ima)-ima-guilMA GUI changes for a pre-order or ordering-gui
will be implemented at the same time as-in-conjunctionwith an IMA EDI release.

5.1 Requirements Review—A

‘ction-to-Application Interface (AT&T Comment)

This section describes the timelines that Qwest, and any CLEC choosing to implement on the
Qwest Release Production Date (date the Qwest release is available for use (AT&T Comment)
by CLECs), will adhere to in changing existing interfaces. 'For any CLEC not choosing to
implement on the Qwest Release Production Date, Qwest and the CLEC will negotiate a
mutually agreed to CLEC implementation time line, including testing.

! For a CLEC converting from a prior release, the CLEC implementation date can be no earlier
than the weekend after the Qwest Release Production Date, if production LSR conversion is
required.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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o MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
ERIM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,
11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02
V:5.1.1Draft Interface Release RequirementsTechnical Specifications [make sure CR
process and this process are linked properly in final document]

Prior to Qwest implementing a-new-interface-or-a change to an existing interface, Qwest will
notify CLECs of the draft release—reguirementsTtechnical specificationsSpecifications. (WCOM
COMMENT: LANGUAGE SHOULD BE ADDED THAT INDICATES ANY CLEC AFFECTING
CHANGE QWEST WILL HAVE FORMALLY SUBMITTED THROUGH THE CR PROCESS.)

Qwest will provide draft technical specifications at least seve
implementing_the release unless the exception process {see SecHoh xx) has been invoked.
Technical specifications are documents that provide information the CLECs need to code the
interface. CLECIlegs have eighteen (185) calendar days from the initial publication of draft
technical specifications to provide written comments/questions on the documentation.

Vi.5.1.2 Content of Draft Interface Release-RequirementsTechnical Specifications

The Notification letter will contain:

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedte-CLEGCS-

2 Throughout this decument, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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e Written summary of change(s)
e Target time frame for implementation

Draft (AT&T Comment) Technical Specifications documentation, or instructions on how to
access (AT&T Comment) the draft Techmcal Specnfncatnons documentatlon on the Web

WEB—SFFE (WCOM COMMENT NEED TO ADD DRAFT TECHNICAL SPECIFICATIONS

DOCUMENT.) [AT&T Comment: weren’t we going to say “Technical Specifications” here
and explain what they include, e.g., such as mapping? or were we to define “Technical
Specifications” in the term section of the Master Redline?]

Vi5.1.3 Walk Through of Draft Interface Release RequirementsTechnical
Specifications

the—seheduled—mplementahen—(}west will sponsor a walk through mcludl j the appropnate

internal _subject matter experts (SMEs), beginning sixty-eight (68) calendar days prior to
implementation and ending no laterless than fifty-eight (58) calendar days prior to
implementation. A walk through will afford CLEC SMEs the opportunity to ask guestions and
discuss specific requirements with Qwest's technical team. CLECs are encouraged to invite their
technical experts, systems architects, and designers, to attend the walk through.

5.1.3.1 Il4—Walk through Notification Content

This notification will contain:

s Purpose
o | ogistical information (including a conference ling)

+ Reference to draft technical specifications, or ({AT&T Comment) reference to a web
site (AT&T Comment) with draft specifications
s Additional pertinent material

5.1.3.2 .2 Conduct the Walk-through

Qwest will lead the review of technical specifications—and—technical-specifications. Qwest
technical experts will answer the CLEC SMEs’ questions. Qwest will capture action items such
as requests for further clarification. Qwest will follow-up on all action items and notifyCLECs of
responses 45 calendar days prior to implementation.

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-provided-te-CLEGCs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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Vill.5.1.4 CLEC’s Comments on Draft Interface Release-RequirementsTechnical
Specifications

If the CLEC identifies issues or requires clarification, the CLEC must sendwritten comments a

written-response to Qwest-and-the CLEC s Account-Manager QWEST-AND-THE-CLEC'S
ACCOUNT-the Ssystems CMP Manager no seenedalerless -thant fi fty f ve (55)8 calendar days

p_rlor toim _mementatlon Q

165.1.5 PROVIDER-QwestWEST Response to Comments

Qwest will review and respond with written answers to all CLEC issues, comments/concerns
WITHIN-SEVEN-(7}-no laterless than forty-five (45) calendar days prior to implementation. The
answers will be shared with all CLECs, unless the CLECs question(s) are marked %i etd]
Any changes that may occur as a result of the responses will be distributed to all CLECs in the
same notification letter._ The notification will include the description of any change(s) made as a
result of CLEC comments. The change(s) will be reflected in the final technical specifications.

X:5.1.6Final Interface Release-RequirementsTechnical Specifications

The notification letter resuiting from the CLEC’s resporse-comments from the Initial Release
Notification will constitute the Final Release—ReguirementsTechnical Specifications. [AT&T
Comment: We discussed that after the final specifications, there may be other changes
made to documentation or the coding that is documented in the form of addenda. Is
there another place in the Master redline where this will be addressed since it probably
relates to new releases as well as new interfaces?]

XL5.1.7 Content of Final Interface-Release-RequirementsNotification Letter

s—1the_~Final Release will

include the following:

Reference to Final Technical Specifications, or web site

s Summary-ofchanges-from-Qwestresponse-to-comments

s Qwest response to CLEC comments

e Summary of changes from the prior release, including any changes made as a result of
CLEC comments on Draft Technical Specifications

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are providedto-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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+ Indication of type of change (e.g., documentation change, business rule change, clarification
change)
BEhanged-requirements-pages
s __Final Joint Test Plan inciuding transactions which have changed
e__Joint Testing PeriodJOINT TESTING-PERIOD
o Release date

Interval bofore il or-of rol

days from the date of the fi naI release reqwrements unless the exception process has been
mvoked VES 3 : nform

ealendar—days—pner—te—mplementamn—The |mplementat|on tlme Ilne for the release wnII not
begin until all-related-documentation—is-final specifications are provided.  Production Support

type of Emergency changes that occur within the thirty (30) calendar day test window can that
occur without advance notification but will be posted within 24 hours of the change.

5.1.8 Joint Testing Period

Qwest will provide a thirty (30)- day test window for any CLEC who desires to jointly test with
Qwest prior to the Release Production Date. (WCOM COMMENT: WHEN SATE IS
EMPLOYED BY A CLEC JOINT TESTING IS NOT REQUIRED, THUS PLEASE ADD
CLARIFYING LANGUAGE TO DISTINGUISH BETWEEN JOINT TESTING AND
AVAILABILITY TO TEST PRIOR TO IMPLEMENTATION. WE NEED TO ALSO BE
CONSISTENT WITH THE USE OF CLEC COMMENTS / CONCERNS.)

52 Requirements-Review—Graphical User Interface (GUI) (AT&T Comment) {also see
attached timeline)

5.2.1 Draft GUI Release Notice

Prior to implementation of of- anew-interface—ora change 10 an existing interface, Qwest will
notify CLECs of the draft release notes and the planned implementation date.

Notification will occur at least twenty-epeeight (218) calendar days prior to implementing the
release unless an exception process has been invoked. This notification maywill -include draft
user guide information if necessary.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare provided-to CLEGCs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.

Page 38




( MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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CLECs must may provide comments/questions on the documentation no laterless than
Ftwenty-five (25) calendar days prior to implementation.

Final notice for the release will be published at least twenty—one fifteen (2145) calendar days
prior to production release date-implementation.

5.2.2 Content of Draft Interface Release Notice

The notification will contain:

Written summary of change(s)
Target time frame for implementation
Any cross-reference to draft documentation such as the user guide or revised user guide

Pages.

5.2.3 CLEC Comments on Draft Interface Release Notice
Any CLEC comments must be submitted in writing to the Ssystems CMP Manager. {(WCOM
COMMENT: WHEN ARE THESE COMMENTS DUE?)

5.2.4 Qwest Response to Comments

Qwest will consider clecCLEC comments and may address them review—and—respond- with
written-answers—to-all-clec-issues,—comments—and concerns—regarding-in the initial-final GUI
release notice within fourtwe (42) calendar days (AT&T Comment) after recelpt of CLEC

me—ﬁnal—notifieatiemetten

EINALINTERFACE RELEASE NOTICE

FHE-FINAL- NOTIFICATION-LETTER WILL CONSTITUTE THE FINAL-RELEASE NOTICE.

! Throughout this document, OSS Interfaces are defined as existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces}, connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthatare-provided-to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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5.2.5 Content of Final Interface release Notice

INTERIM

CLEC comments to the draft notice may be incorporated into the final notice, which shall
include:

Final notification letter

Summary of changes from draft interface release notice
Final user guide (or revised pages)

Release date

Qwest's planned implementation date will pot-be no later seonerthan twenty—one fifteen (2115)
calendar days from the date of the final release notice. Qwest will post this information on the
CMP web site. Production support type emergency changes that occur without advance
netification will be posted within 24 hours of the change. The implementation time line for the
release will not begin until all related documentation is provided.

! Throughout this document, OSS Interfaces are defined as_existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are provided-to GLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team,
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
M DRAFT ~ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,
11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

6.0 Qwest proposed-changes-to-RETIREMENT OF EXISTING OSS INTERFACES
language-revised 10-31-01{reformatted) 11-01-01

-The retirement of an existing OSS Interface occurs when Qwest ceases to accept transactions |
using a specific OSS Interface. This may include the removal of a Graphical User Interface
(GUI) or a protocol transmission of information (Application-to-Application) interface.

6.1 Application-to-Application OSS Interface

XWIL6.1.1 linitiai Retirement Plans
—Aoolication-to-Apclication Intorf

At least nine (9) months before the retirement date of Application-to-Application interfaces,
Qwest will share the retirement plans via web site posting and CLEC notification. The scheduled
new interface is to be in a CLEC certified production release prior to the retirement of the older
interface.

Alternatively, Qwest may choose to retire an interface if there is no CLEC usage of that interface
for the most recent three (3) consecutive months. Qwest will provide thirty {30) calendar day
notification of the retirement via web posting and CLEC notification. [

XIX.6.1.2 Initial Retirement Notice to CLECs:

Initial Retirement Notices will include:

The rationale for retiring the OSS Interface
Available alternative interface options for existing functionality
The proposed detailed retirement time line (e.g., milestone dates, CLEC-Qwest comment
and response cycle)
o Targeted retirement date

6.1.3 CLEC Comments to Initial Retirement Notice

CLEC comments to the Initial Retirement Notice are due to Qwest no |ater than fifteen (15)
calendar days following the Initial Retirement Notice.

6.1.3 Comparable Functionality ‘

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (inclhuding |
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that suppeort or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are-provided-to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team,
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11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02
Unless otherwise agreed to by Qwest and a CLEC user, when Qwest announces the retirement
of an interface for which a comparable interface does or will exist, a CLEC user will not be
permitted to commence building to the retiring interface. CLEC users of the retiring interface will
be grandfathered until the retirement of the interface.. Qwest will ensure (AT&T Comment) that
an interface with Ccomparable fFunctionality is available no less than six months prior to
retirement of an Application-to-Application interface.

6.1.4 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no later than two-hundred and twenty-
eight (228) calendar days prior to the retirement of the application-to-application interface. The
Final Retirement Notice will contain:

« The rationale for retiring the OSS Interface (e.g., no usage or replacement)
If applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC

¢ Quwest’s responses to CLECs’ comments/concerns
Actual retirement date

6.2 Graphical User Interface (GUI)

6.2.1 Initial Retirement Plans

At least two (2) months in advance of the target retirement date of a GUL. Qwest will share the
retirement plans via web site posting and CLEC notification. The scheduled new interface is to
be in a CLEC certified production release prior to the retirement of the older interface.

Alternatively, Qwest may choose to retire an interface if there is no CLEC usage of that interface
for the most recent three (3) consecutive months. Qwest will provide thirty (30) calendar day
notification of the retirement via web posting and CLEC notification.

XXk6.2.2 Initial Retirement Notice to CLECs:
Initial Retirement Notices will include:

¢ The rationale for retiring the OSS Interface
Available alternative interface options for existing functionality

o The proposed detailed retirement time line (e.g., milestone dates, CLEC-Qwest comment
and response cycle)

e Targeted retirement date

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECs-

2 Throughout this document, the terms “include(s)® and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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6.2.3 CLEC Comments to Initial Retirement Notice

CLEC comments to the Initial Retirement Notice are due to Qwest no later than fifteen (15)
calendar days following the Initial Retirement Notice.

6.2.4 Comparable Functionality

Qwest will ensure comparable functionality no less than thirty-one (31) days before retirement of
a GUI.

6.2.5 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no later than twenty-one (21) calendar
days following the initial retirement notice for GU) retirements. The Final Retirement Notice will
contain;

The rationale for retiring the OSS Interface (e.g., no usage or replacement)

If applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC

Qwest’s responses to CLECs’ comments/concerns

Actual retirement date

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are provided-to CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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=
ADMINISTRATION
7.0 MANAGING THE CHANGE MANAGEMENT PROCESS FROM AUGUST 8, 2001

REDLINED FRAMEWORK
7.1 Change Management POC

The-provider-Qwest and each customerCLEC will designate primary and secondary change
management POC(s) who will serve as the official designees for matters regarding this CMP.
The primary POC is the official voting member, and a secondary (alternate) POC can vote in the
absence of the primary POC for each CLEC-.

H-Purpose of Change Management ROC

T \ POC_will I ficial_desi : " .

Notification of critical ” euch a6 Type 1

IhesustemersCLECs and Qwest wull exchanqe POC mformatlon including ltems such as:must

Name

®
o Title

s Company

¢ Telephone number

e E-mail address

e Fax number

¢ Cell phone/Pager number

7.2 Change Management POC List
Creation

Fhe-provider-will-create-a-distribution-list-and-publish-this-list—Primary and secondary CLEC

POCs should be included in the Qwest malntalned dlstnbutlon hst At—least—aapnmalty—eustemer

partlcmatlnq CLECs w:th the permrssron of the POCs

! Throughout this document, OSS Interfaces are defined as existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthat are providedto-CLECSs-

2 Throughout this document, the terms “include(s)’ and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF langunage not yet

discussed by the CLEC-Qwest Re-Design Team.
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7.3 Preferred Method of Communication Formal

maﬁers—mn—be—eemm&mated—usm&the—dasmbutm-Jm-—The preferred method of
communication is e-mail with supporting information posted to the web site.

V:7.4 Governing Body

The change management organizational structure must support the CMP. Each position within
the organization has defined roles and responsibilities as outlined below.

CMP Team: Representatives are from the customerCLECS (or their authorized agents) and the
providerQwest.  This team meets monthly o review, prioritize, and make
recommendations for change management requests. The change management
requests are used as input to internal change management processes.

CMP Steering Committee: The CMP Steering Committee consists of representatives from the
comphance to the CMP document. The responsibilities of the CMP Steering
Committee are:

On-going commitment

Participation in change management meetings/conference calls

Reviewing changes/suggestions to the CMP document for submittal to OBF
Process improvements

Managing meeting scheduleflogistics

A standing agenda item at the regular change management meetings will provide
an opportunity for the—providerQwest and customerCLECs to assess the
effectiveness of the CMP. Both the customerCLECs and the-previderQwest will
use this opportunity to provide feedback of instances of non-compliance and
commit to taking appropriate action(s).

Provider POC: The—providerQwest POC is responsible for managing the CMP. The
providerQwest POC will be responsible for maintaining the integrity of the change
requests, preparing for and facilitating review meetings, presenting change
requests to the—providerQwest’s internal CMP, and ensuring that all notifications
are communicated to the appropriate parties.

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are-provided-to-CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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GustomerCLEC POC: The customerCLEC POC will serve as the official designee for alf matters
regarding CMP, including:

s Submission of customerCLEC change request forms
» Notification of critical matters, such as Type 1 errors

Release Management Team: A team of customerCLEC and provider representatives who
manage the implementation of scheduled releases.

! Throughout this document, OSS Interfaces are defined as existing or new gateways ({including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-previded-to CLEGs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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8.0 MEETINGS FROM AUGUST 8, 2001 REDLINED FRAMEWORK

EROM-AUGUST 8, 2001 REDLINED FRAMEWORK

Change Management meetings will be conducted on a reqularly scheduled basis, at least on a
monthly basis. Meeting participants can choose to attend meetings in person or participate by
conference call.

Meetings are held to review, prioritize, manage the implementation of process and system
changes —and address change management requests. Qwest will review the status of all
applicable change requests. The meeting may also include discussions of Qwest's
development view.

CLEC's request for additional agenda items and associated materials should be submitted to
Qwest at least five (5) business days by noon (MST) in advance of the meeting. Qwest is
responsible for distributing the agenda and associated meeting materials at least three (3)
business days by noon (MST) in advance of the meeting. Qwest will be responsible for
preparing, maintaining, and distributing meeting minutes-. Attendees with any walk-on items
should bring materials of the walk-on items to the meeting.

All attendees, whether in person or by phone, must identify themselves and the company they
represent,

Additional meetings may be held at the request of Qwest or any qualified CLEC (as defined in
this document). Meeting notification must contain an agenda plus any supporting mesting
materials. These meetings should be announced at least five (5) business days prior to their
occurrence, Exceptions may be made for emergency situations.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat-areprovided-te-CLECS-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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8.1 Meeting Materials [Distribution Package] for Change Management Meeting FROM
AUGUST 8, 2001 REDLINED FRAMEWORK

FROM AUGUST 8, 2001 REDLINED FRAMEWORK

Meeting materials should include the foliowing information:
s Meeting Logistics

e Minutes from previous meeting

» Agenda

+ (Change Requests and responses

s New/Active

e Updated

e Log

Issues, Action Items Log and associated statuses
Release Summary12 Month Development View
Monthly System Outage Report

Any other material to be discussed

Qwest will provide Meeting Materials (Distribution Package) electronically by noon 3 business
days prior to the Monthly CMP Meeting. In addition, Qwest will provide hard copies of the
Distribution Package at the Monthly CMP Meeting,

8.2 _ Meeting Minutes for Change Management Meeting FROM AUGUST 8, 2001

REDLINED FRAMEWORK

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are provided-to-CLECSs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-GLEGCs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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2QQwest will take minutes.
Qwest will summarize discussions in meeting minutes and include any revised documents such
as Issues, Action items and statuses.

Minutes should be distributed to meeting participants for comments or revisions no later than
five (5) business days by noon (MST) after the meeting. CLEC comments should be provided
within two (2) business days by noon (MST). Revised minutes, if CLEC comments are received
. should be distributed within nine (9) business days by noon (MST) after the meeting.

V8.3 ProwdorQwest ChangeManagement Process-Wholesale CMP Web Site[N&&dt
FROMAUGUST 8, 2001 REDLINED FRAMEWORK

To facilitate access to CMP documentation, the-providerQwest will maintain CMP information on
its web site. The web site should be easy to use and updated in a timely manner. The Web site

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services pravided by CLECs to their end usersthat-are-provided-to CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.

Page 54




. MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK

. DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

should be a well organized central repository for CLEC notifications and CMP documentation.

Active documentation including meeting materials (Distribution Package), should be maintained

on the website. Change Requests and release notifications should be |dent|f ed in accordance
with the agreed upon naming convention, to facilitate ease of identification. [a iterm’¥

will maintain closed and old versions of documents on the web site’s Archlve page for 18

months before storing off line. Information that has been removed from the web site can be

obtained by contacting the appropriate Qwest CMP Manager. -At a minimum, the CMP web site

will contain include:

¢ Current version of theproviderQwest CMP document describing CMP's purpose and scope
of setting forth the CMP objectives, procedures, and timelines, including release life cycles.

¢ (Calendar of release dates

¢ QSS hours of availability
» Links to related web sites, such as IMA EDI, IMA GUI, CEMR, and Notices
s Current CMP escalation process

o CMP prioritization process description and guidelines

¢ Change Request form and instructions to complete form

e Submitted and open Change Requests and the status of each

e Responses to Change Requests and written responses to CLEC inquiries

¢ Meeting (formal and informal) information for CMP monthly meetings and interim meetings
or_conference calls, including descriptions of meetings and participants, agendas, sign-up
forms, and schedules

* Alog of CLEC and Qwest change requests and associated statuses
o Issus/Action-items-and-statusesMeeting materials (distribution package)
s Meeting minutes

* Release announcements and other CLEC notifications and associated requirements

¢ Directory to CLEC notifications for the month

* Business rules, SATE test case scenarios technical specifications, and user guides will be
provided via links on the CMP web site. basedonthe LSOG and providers—specific
requirements

o Contact information for the CMP POC list, including CLEC, Qwest and other participants
{with participant consent to publish contact information on web page).

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-provided to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are provided to-CLEGCs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided-to-CLEGCs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to- CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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9.0 PRIORITIZATION

9.1  Prioritization Review

The prioritization review provides the forum for reviewing and prioritizing Type 4 and Type 5
change requests. The-providerQwest will facilitate the meeting. Both customerCLECs and
providersQwest should have appropriate subject matter experts in attendance. Meestings will be
held monthly, or more frequently if needed, and are open to all customerCLECs. The
prioritization review objectives are fo:

Introduce newly initiated eustemerCLEC and provider change requests.

Allow ecustormerCLECs to prioritize new change requests and re-rate existing change
requests by providing specific input as to the relative importance thateustemerCLECs, as a
group, assign to each such change request.

Provide status on outstanding custemerCLEC and provider change requests.
Tho—providerQwest will distribute all materials fourteen (14) calendar days prior to the
prioritization review. The materials will include:

* Agenda

» Prioritized spreadsheet of Type 4 and Type 5 change requests

e Spreadsheet of change requests pending initial rating and re-rating (see Appendix B)

o New change requests as submitted by initiating -customerCLEC or provider

#.9.2 Prioritization Process

During the review, the initiators will present their new change requests and any requests for re-
rate. This will be followed by a question and answer session. After all presentations are
complete, the voting of change requests will begin.

Re-rate requests will only be accepted from eustomerCLECs who participated in the initial
voting. Once a re-rate is requested, all customerCLECS participating at the subsequent meeting
can submit a rating.

CusternerCLECS may request and rate a modification to a new change request at the
prioritization review, if agreed to by the originating customerCLEC(s). The originating
eustomerCLEC must update the change request with the agreed upon modification.

#:9.3 Voting
Voting should be conducted according to the folfowing guidelines:

» A customerCLEC must either be using the interface impacted by the change request or have
a Letter of Intent to use the interface on file with-the-providerQwest to participate in the vote.

1 Throughout this document, QSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces}, connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team. _
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e FEach eustemerCLEC is allowed one vote per change request and should have one

to a change request at the prioritization review. A rating will not not be accepted outside of the
prioritization review.

e GustomerCLECS may only provide a rating at the meeting where the new change request is
introduced. CustomerCLECS that were not present at that meeting may not submit ratings at
subsequent meetings, unless there is a request to re-rate.

o A sustomerCLEC may delegate its vote to an authorized agent acting on its behalf by
providing a Letter of Authority.

e FEach participating eustemerCLEC ranks each change request by providing a rank from 1
{low) to 5 (high). Votes will be averaged to determine order of ranking and resuils (see
Appendix C) will be provided prior to the close of the priorilization review.

o CustomerCLECS can defer/pass on voting. A rating of defer or pass will not be averaged in
the overall rating.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthat-are provided-to-CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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Qwest-Proposed-interface Testing Language Updated 11-13-01, Proposed-Actionitem
Language —11-20-01—revised 11/27/01
10.0 APPLICATION-TO—to-APPLICATION INTERFACE TESTING
[Action-ltem-208 —Add-language to-address-issue-of finding-a-bug-in-the production-code
[Redesign 02-06-02]

muu 1

Qwest will-provides a separate Customer Test Environment (CTE) for the testing oftransaction
based application-to-application interfaces for pre-order—and order, and maintenance/repair.
The CTE will be developed for each major release and updated for each point release that has
changes that were disclosed but not implemented as part of the major release. Qwest will
provide test files for batch/file interfaces (e.q. billing). The CTE for Pre-order and Order currently
includes:

+ Stand Alone Test Environment (SATE)
e |nteroperability Testing
e Controlled Production Testing

The CTE for Maintenance and Repair currently includes:

! Throughout this document, OSS Interfaces are defined as_existing or new gateways {including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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e CMIP Interface Test Environment (MEDIACC)

Qwest%med&test—ﬂe&ioFBlmjg—Jhem—am—MQ—Wpe&euesmg—Qwest provndes initial
mglementatlonnew—celease testin

P

r_eguewg —NewreleasSuch testtng prowdes the opportumty to test the code assocnated w1th

releasesfor Typesthose OSS Interface ex2-through-5-change requests.. The CTE will also
prowde the opportunlty for regressuon testmg of OSS Interface functlonallty —Epeduetlon—suppept

LNew Release-8Production Support

10.1  Testing Process

inthe CLEG Test Environment {CTE)

Qwest will send an in ustg,notn" ication, including testing schedules .
Chang XS Wterfacas). to CLECs so they may determine their intent to participate
|n the test. CLECs wnshmg to test with Qwest migrate-to-the-new-release-must participate in at
least one joint planning session and determine:

Connectivity (required)

Firewall and Protocol Testing (reqmred)
Controlled Production (required)
Production Turn-up (required)

Test Schedu\e (required)

e—aFranigaman = i () NMhan hla Q 1
maemwwwmmmmww
A joint CLEC-Qwest test plan may also include some or all of the following based on type of
testing requested:

s Requirements Review
» Test Data Development
s Progression Testing Phase

-Each-testing CLEG will meet-with-Qwest-and-agree-on-itsown-set of test scenarios-that will be
included-in—the-testand the-test scheduleQwest will communicatepublish any agreed upon
changes to the test schedule. CLECs are responsible for establishing and maintaining

connectivity to the CTE. Provided-a-GCLEC-uses-the-same—connectivityoption-as—it-uses—in
production;-the - CLEG--should,—in--general,—experience-response-times--similar-to--production

However.1The CTE environment-is-notintended-forvolume-testing.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including l

application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-provided-to-GLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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mamtammg—eonneoﬁw%ymte-the-@l&Prowded a CLEC uses the same software components
and_simitar connectivity configuration sennectivity-option-as it uses in production, the CLEC
should, in general, experience response times similar to production. However, this environment
is not intended for volume testing. The CTE contains the appropriate applications for pre-
ordering and Local Service Request (LSR) ordering up to hut notand including the service order
processor. Qwest intends to include the service order processor as part of the SATE component

MWnMHMWWWWWWMWWt
been-through testing-

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat-are-provided te CLECs:

2 Throughout this document, the terms “inciude(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including [
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECSs to their end usersthatare-provided-te-CLEGs-

2 Throughout this document, the terms “include(s)” and 1nc1uchng’ mean “including, but

not lirited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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11.2 I4+-Newly Deployed OSS Interface Release

Following the release production date of an OSS Interface change, Qwest will use production
procedures for maintenance of software as outlined below. Problems encountered by the CLEC
should be reported to the IT Wholesale Systems Help Desk (IT Help Desk). Qwest will monitor,
k, and address troubles reported by CLECs or identified by Qwest, as set forth in?
_ . Problems reported will be known as IT Trouble Tickets. A week after the deployment of
an IMA Release into production, Qwest will host a conference call with the CLECs to review any
identified problems and answer any questions pertaining to the newly deployed software. Qwest
will follow CMP process for documenting the meeting (includes issues/action items and
status/solution). Issues will be addressed with specific CLECs and results/status will be
reviewed at the next Monthly OSS CMP Meeting.

11.3 k2 Request for a Production Support Change

I Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-provided-to-CLEGs-

2 Throughout this document, the terms “include(s}” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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The IT Help Desk supports Competitive Local Exchange Carriers who have questions regarding
connectivity, outputs, and system outages. The IT Help Desk serves as the first point of contact
for reporting trouble. If the IT Help Desk is unable to assist the CLEC, it will refer information to
the proper subject matter expert, also known as Tier 2 or Tier 3 support, who may call the CLEC
directly, Often, however, an iT Help Desk representative will contact the CLEC to provide
information or to confirm resolution of the trouble ticket. 4 Tt

*. Severity 1 and Severity 2 IT trouble tickets will be
mplemented |mmedtately by means of an emergency release of process, software or
documentation (known as a patch). If Qwest and CLEC deem implementation is not timely, and
a work around exists or can be developed, Qwest will implement the work around in the interim.
Severity 3 and Severity 4 IT trouble tickets may be implemented when appropriate taking into
consideration upcoming patches, major releases and point releases and any synergies that exist
with work being done in the upcoming patches, major releases and point releases.

The first time a trouble is reported by Qwest or CLEC, the QwestIT Help Desk will assign a IT

Trouble Ticket tracking number, which will be communicated to the CLEC at the time the CLEC

reports the trouble. The affected CLEC(s) and Qwest will attempt to reach consensus on

resolution of the problem and closing the IT Trouble Ticket. 1f no consensus is reached, any
party may use the Technical Escalation Process described in 8! oh X. When the IT Trouble

Ticket has been closed, Qwest will notify CLECs with one of the following disposition codes:

* No Trouble Found — to be used when Qwest investigation indicates that no trouble exists in
Qwest systems.

¢ Trouble to be Resoqived in Patch — to be used when the IT Trouble Ticket will be resolved in
a patch. Qwest will provide a date for implementation of the patch. This is typically applied
to Severity 1 and Severity 2 troubles, although Severity 3 and Severity 4 troubles may be
resolved in a patch where synergies exist.

e CLEC Should Submit CMP CR — to be used when Qwest's investigation indicates that the
System is working pursuant to the Technical Specifications (unless the Technical
Specifications are incorrect), and that the IT Trouble Ticket is requesting a systems change
that should be submitted as a CMP CR.

+« Date TBD —to be used when the |T Trouble Ticket is not scheduled to be resolved in a patch
or change, but Qwest may resolve in a patch, release, or otherwise, if possible where
synergies exist. This disposition is applied to Severity 3 and Severity 4 troubles.

Qwest will track "Date TBD" trouble tickets and report status and resolution of these trouble
tickets and associated systems work on its CMP website. The status of these trouble tickets will
be regularly discussed in CMP meetings.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat-are-provided-to-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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ither Qwest or a CLEC may initiate the Change Request to
titiation.) If the initiating party knows that the
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Instances where Qwest or CLECs misinterpret interface—Technical sSpecifications andfor
business rules must be addressed on a case-by-case basis. All parties will take all reasonable
steps to ensure that any disagreements regarding the interpretation of a new or modified
business—processOSS Interface are identified and resolved during the change management

review of the change request.

11.4 13 Reporting Trouble to IT

Qwest will open a trouble ticket at the time the trouble is first reported by CLEC or detected by
Qwest. The IT Help Desk representative will communicate the ticket number to the CLEC at the
time the CLEC reports the trouble.

If a ticket has been opened, and subsequent to the ticket creation, CLECs call in on the same
problem, and the IT Help Desk recognizes that it is the same problem, a new ticket is not
created. The IT Help Desk documents each subsequent call in the primary ticket.

If one or more CLECs call in on the same problem, but it is not recognized as the same prablem,
one or more tickets may be created. When the problem is recognized as the same, one of the

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces}, connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing eapabilities
for local services provided by CLECs to their end usersthat-are-provided-te-CLEGCs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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fickets becomes the primary ticket, and the other tickets are linked to the primary ticket. When
the problem is closed, the primary and all related tickets will be closed.

11.5 L4 Severity Leveis

Severity level is a means of assessing and documenting the impact of the loss of functionality to
CLEC(s) and impact to the CLEC’s business. The severity level gives restoration or repair
priority to problems causing the greatest impact to CLEC(s) or its business.

Guidelines for determining severity levels are listed below. Severity level may be determined by
one or more of the listed bullet items under each Severity Level (the list is not exhaustive).
Examples of some trouble ticket situations follow. Please keep in mind these are guidelines,
and each situation is unique. The IT Help Desk representative, based on discussion with the
CLEC, will make the determination of the severity level and will communicate the severity level
to the CLEC at the time the CLEC reports the trouble. If the CLEC disagrees with the severity
level assigned by the IT Help Desk personnel the CLEC may escalate using the Technical
Escalation Process

Severity 1: -Critical Impact

Critical.

High visibility.

A large number of orders or and CLECs are affected.

A single CLEC cannot submit theirits business transactions.
Affects online commitment.

Production or cycle stopped — priority batch commitment missed.
Major impact on revenue.

Major component not available for use.

Many and/or major files lost.

Major loss of functionality.

Problem can not be bypassed.

No viable or productive work around available.

Examples:
¢ Major network backbone outage without redundancy.

¢ Environmental prablems causing muitiple system failures.
s Large number of service or other work order commitments missed.
» A software defect in an edit which prevents any orders from being submitted.

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedto-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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Severity 2: -Serious Impact

e Serious,

¢ Moderate visibility.

o Moderate to large number of CLECs, or orders affected.

s Potentially affects online commitment.

e Serious slow response times.

¢ Serious loss of functionality.

o Potentially affects production — potential miss of priority batch commitment.

¢ Moderate impact on revenue.

s Limited use of product or component.

» Component continues to fail. Intermittently down for short periods, but repetitive.
¢ Few or small files lost.

¢ Problems may have a possible bypass; the bypass must be acceptable to CLECs.
e Maijor access down, but a partial backup exists.

Examples:

¢ A single company, large number of orders impacted
* Frequent intermittent logoffs.
= Service and/or other work order commitments delayed or missed.

Severity 3: Moderate Impact

Low to medium visibility.

Low CLEC, or low order impact.

Low impact on revenue.

Limited use of product or component.

Single CLEC device affected.

Minimal loss of functionality.

Problem may be bypassed; redundancy in place. Bypass must be acceptable to CLECs.
Automated workaround in place and known. Workaround must be acceptable to CLECs.

g errors, o impact yet,

Severity 4: Minimal Impact

o |ow or no visibility.

No direct impact on CLEC.

Few functions impaired.

Problem can be bypassed. Bypass must be acceptabie to CLECs.
System resource low; no impact yet.

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are provided-to-CLEGs:
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* Preventative maintenance request.

Examples:
o Misleading, unclear system messages causing confusion for users.

e Device or software regularly has to be reset, but continues to work.

11.6 15 Status Notification for IT Trouble Tickets

There are two types of status notifications for IT Trouble Tickets:

o Ticket Notifications: for tickets that relate to only one reporting CLEC
Event Notifications: for tickets that relate to more than one CLEC

Resoiution if known

Severity level

Trouble ticket number(s), date and time

Work around if defined

Qwest contact for more information on the problem

System affected

s Escalation information as available

Both types of notifications will be sent tothe CLECs and appropriate Qwest personnel within the
time frame set forth in the table below and will include all related system trouble ticket

number(s).
11.6 L.6-Ticket-Notification-Response Intervals

........5&;‘

-Ficket-Response-Notification Intervals are based on the severity level of the ticket. “Respense
Notification Interval for any Change in Status” means that a-status notification will be sent out
within the time specified from the time a change in status occurs. “NotificationResponse Interval
for No Change in Status” means that a-status notification will be sent out on a recurring basis

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECSs-

2 Throughout this document, the terms “include(s}” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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within the time specified from the last-status notification when no change in status has occurred,
until resolution. “NotificationRespense Interval upon Resolution® means that a-status notification
will be sent out wnthln the time speCIf' ied from the resolution of the problem—Status—net&ﬁeauons

Status-Nnotification will be provided during the IT Wholesale-Systems Help Desk normal hours
of operation. Qwest will continue to work severity 1 problems outside of Help Desk hours of
operation which are Monday-Friday 6:00 a.m. - 8:00 p.m. Mountain time and Saturday 7:00 a.m.
- 3:00 p.m. Mountain time, and will communicate with the-affected CLEC(s) as needed. A
severity 2 problem may be worked outside the IT-Wholesale-Systems Help Desk normal hours
of operation on a case-by-case basis. Severity-three-and-four tickets-canresult-in-a CLEC or
Qwest-initiated-Change-Request.The tickets-willberesolved-as Closed;-to-be-taken-to-the CMP
Process.

The chart below indicates the response intervals a CLEC can expect to receive after reporting a
trouble ticket to the |T Wholesale-Systemns- Help Desk.

Severity Level of | Notification | Notification Notification Notification

Ticket interval for | Interval for Interval for No | Interval upon
initial ticket | any Change in { Change in Resolution

Status Status

Severity Level 1 Immediate Within 1 hour 1 hour Within 1 hour
acceptance

Severity Level 2 Immediate Within 1_hour 1 hour Within_1_hour
acceptance

Severity Level 3 Immediate Within 4 hours | 48 hours Within 4 hours
acceptance

Severity Level 4 Immediate Within 8 hours | 48 hours Within 8 hours
acceptance

saﬂware!deeumentaﬂon

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
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! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECS:
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12,0 TRAINING

All changes to existing interfaces, as well as the introduction of new interfaces, will be
incorporated into CLEC training.

ProvidersQwest —may conduct customerCLEC workshops. CustomerCLEC workshops are
organized and facilitated by the-providerQwest and can serve any one of the following purposes:

s Educate custemoerCLECs on a particular process or business function

» Collect feedback from eustomerCLECs on a particular process or business function

e Provide a forum for providersQwest or sustomerCLECS lo lobby for the implementation of a
particular process or business function

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”
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13.0 ESCALATION PROCESS FROM SEPTEMBER 20, 2001 REDESIGN SESSION
FROM SEPTEMBER 20,2001 REDESIGN-SESSION

13.1 Guidelines

The escalation process will include items that are defined as within the CMP scope.
The decision to escalate is left to the discretion of the eustomerCLEC, based on the severity
of the missed or unaccepted response/resolution.

s Escalations may also involve issues related to CMP itself, including the administration of the

CMP. can-involve-issues-related-to-the- CMPitself
« Escalations-involving-change-requests-Tthe expectation is that escalation should occur only

after nermal-change management procedures have occurred per the CMP.

113.2 Cycle

Sitem must be formally escalated as an e-mail sent to the Qwest CMP escalation emall
ad ess‘——[ http://www.qwest.com/wholesale/cmp/escalations_dispute.htm :

. Sub|ect line of the escalation e-mail must include:

we CLEC Company name
o+ "ESCALATION’
ee Change Request (CR) number and status, if applicable

s Content of e-mail must enclose appropriate supporting documentation, if applicable, and to
the extent that the supporting documentation does not include the following information, the
following must be provided-:

@e Description of item being escalated

@ History of item

@+ Reason for Escalation

@ Business need and impact

@e Desired CLEC resolution

@ CLEC contact information including Name, Title, Phone Number, and e-mail address

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat-are provided-to-CLECs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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s CLEC may request that impacted activities be stopped, continued or an interim solution
be established.

o Qwest will acknowledge receipt of the complete escatation e-mail with an acknowledgement
of the e-mail no |ater than the close of business of the following business day. If the
escalation email does not contain the following specified information Qwest will notify the
CLEC by the close of business on the following business day, identifying and requesting
information that was not originally included. When the escalation email is complete, the
acknowledgement email will include:

« Date and time of escalation receipt
Date and time of acknowledgement email
Name, phone number and email address of the Qwest Director, or above, assigned to

*

»

the escalation.

e Any other CLEC wnshmq to partlcspate in the Eescalatlon must submit an e-mail notificationto
the escalation URL within one (1) business day of the mail out. The subiject line of the e-mail
must include the title of the esca|ated issue followed by “ESCALATION PARTICIPATION

MDA » - ) o M .e - A8 0 - nina_on )

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
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e Qwest will respond with a binding position e-mail including supporting rationale aAs soon as
practicable, but no later than:

o -For escalated CRs, seven (7) foureen—{14)—calendar days of sending the
acknowledgement e-mail —Qwest-will respond-with -a-binding-position-e-mail-including
supporting-rationale.

o _For all other escalations, fourteen (14} calendar days of sending the acknowledgment e-
mail.

* The escalating customershould- CLEC will respond to the—previderQwest within seven (7)
calendar days with a binding position e-mail. as-to-whether-escalation-will-continue-or-the

*  When the escalation is closed, the resolution will be subject to the CMP.

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces], connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to-CLEGs.
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14.0 DISPUTE RESOLUTION PROCESS FROM SEPTEMBER 20, 2001 REDESIGN
SESSION

FROM SEPTEMBER 20, 2001 REDESIGN SESSION

CLECs and Qwest will work together in good faith to resclve any issue brought before the CMP

{deﬁne@eed—l;atth] In the event that an impasse issue deveiops—as—net—reselved—thmugh-the

party may pursue the dlspute resolutlon processes set forth belowthedtspute—shall—be—reselved
by-either method-setforth-below. Item must be formally noticed as an e-mail sent to the Qwest
CMP Dispute Resolution e-mail address,

http://iwww.qwest.com/wholesale/cmp/escalations dispute.html. JURL to be-established] Subject
line of the e-mail must include:;

we CLEC Company name

o+ “Dispute Resolution”

@% Change Request (CR) number and status, if applicable

s Content of e-mail must enclose appropriate supporting documentation, if applicable, and to
the extent that the supporting documentation does not include the following information, the
following must be provided:

+ Description of item

+ History of item

« Reason for Escalation

« Business need and impact

+ Desired CLEC resolution

+ CLEC contact information including Name, Title, Phone Number, and e-mail address

+  Qwest will acknowledge receipt of the compiete Dispute Resolution e-mail within one (1)
business day

¢  Qwest or any CLEC may suggest that the issue be resolved through an Alternative Dispute
Resolution (ADR) process, such as arbitration or mediation using the American Arbitration
Association (AAA) or other rules. If the parties agree to use an ADR process and agree
upon the process and rules to be used, including whether the results of the ADR process are
binding, the dispute will be resolved through the agreed-upon ADR process.

L Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities

for local services provided by CLECs to their end usersthat-are provided-to- CLECs-

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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e Without the necessity for a prior ADR Process{contingenton-first-bullet], Qwest or any CLEC
may submit the issue, following the commission’s established procedures, with the
appropriate regulatory agency requesting resolution of the dispute. This provision is not
intended 1o change the scope of any regulatory agency's authority with regard to Qwest or
the CLECs.

Hewever-Tthis process does not limit-any party’s right to seek remedies in a regulatory or legal
arena at any time.

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthatare-provided-to-CLECSs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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DEFINITION OF TERMS
Term Definition

GUSTOMERC | Party originating a request (LSR)

LEC

INTERFACE A mechanism to communicate between customerCLEC/provider or trading
partners (e.g., paper, GUI, gateway)

e A new interface is the-providerQwest’s introduction of paper, GUI,
gateway, etc., to all customerCLEC:S for the first time.
* A change to an interface may include:
e  Paperto GUI
o Changes of EDI to CORBA

ISSUE The specific OBF LSOG Issue (e.g., Local Services Ordering Guidelines
(LSOG) document, Issue 5, August 2000)

PROVIDER Party receiving request (LSR)

RELEASE Implementation of version (Type 3 change) using a particular interface. A
release may include enhancements or customization (Type 1,2,4 or 5 change)
to an LSOG version by a provider as well as customerCLEC/provider
business requirements.

VERSION The supported OBF LSOG Issue (e.g., Local Services Ordering Guidelines

{LSOG) document, Issue 5, August 2000)
(Type 3 change)

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
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GLOSSARY OF TERMS

ANSI/ American National Standards Institute

ATIS Alliance for Telecommunications Industry Solutions
CMP Change Management Process

ECIC Electronic Communications Implementation Committee
EDI Electronic Data Interchange

FCC Federal Communications Commission

Gu! Graphical User Interface

1TU International Telecommunications Union

LO/ Letter of Intent

LSR Local Service Request

NRIC Network Reliability and Interoperabitity Council
OBF Ordering and Billing Forum

OIS Outstanding Issue Solution

0SS Operational Support Systems

POC Point Of Contact

RN Release Nofification

TCIF Telecommunications Industry Forum

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities

for local services provided by CLECs to their end usersthat-are-provided-to-CLECs:
2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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APPENDIX A: CHANGE REQUEST FORM AND CHECKLIST
I. Appendix A-1: Change Request Form

(1) Internal Reference # (2) Date Change Request Submitted __ / /

(3 L] TYPE 1 (EMERGENCY) (4) [] TYPE 2 (REGULATORY} (5) (1 TYPE 3 (INDUSTRY)
O Severily 1 (stops production)
Q Severity 2 (impacts production)
Q Severity 3 (major wiwork around)

(6) ] TYPE 4 (PROVIDER) (7} [] TYPE 5 (CUSTOMERCLEC)

(4) CustomerCLEC

(5) Originator (6) Phone

(7) Originator's Emaif Address (8) Fax

(9) Alternate Contact (10) Alt Phone #

{11} Title of Change

(12) Category [ ] Add New Functionality =~ [] Change Existing

(13) Interfaces Impacted
Pre-Ordering
Ordering
Maintenance

Manual

Billing

Business Rules
Other

CO0o0D0DdOD

(14) Description of requested change including purpose and benefit received from this change. (Use
additional sheets, if necessary.)

(15) Known dependencies

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided to-CLECs.
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(16) List all business specifications and/or requirements documents included (or Internet / Standards
focation, if applicable)

1 Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided-to CLECs-

2 Throughout this document, the terms “include(s)’ and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet
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This Section to be completed by Provider ONLY.

{17} Change Request Log # (18) Clarification [ ] Yes [ No

-(1 9) Clarification Request Sent __ /  / (20} Clarification Response Due __/ __/

(21) Status

(22) Change Request Review Date _ / /__ (23) Target Implementation Date __ / __/
{24) Last Modified By (25) Date Modified __ /_/

(26) Change Reguest Activity

(27) Rejected Change Request
o Cosbtbenefits

Resource commilments
Industry or regulatory direction
Provider direction

Other

U O 0 D

(28) Cancellation Acknowledgmen! CustomerCLEC Provider. Date_ s [/
(29) Request Escalation[ ] Yes { ] No

(30) Escalation Considerations

(31) Agreed ReleaseDate _ / _/

I Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided to CLECs:
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This section to be completed by Provider — Internal Validation of Defect Change Request.
(32) Defect Validation Results:

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-providedto CLECs:
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Appendix A-2: Change Request Form Checklist

All fields will be validated before Change Request is returned for clarification.

s ot iodl ,
Optional field for the initiator to use for

No action

internal tracking. The request may be
generated prior to submission into the
ProviderQwest’s change controf
process.

2 Mandafory Date Change Request sent to Return to Date entry required
Provider. Sender

3 Mandatory Indicate type of Change Request: Retum to Company designation
CustomerCLEC or Provider initiated Sender required
Industry Standard or Regulatory.

4 Mandatory Enter company name for the Change | Return to Company name
Request. Sender required

5 Mandatory Enter originating company's Change Return to Initiator's name
Control Initiator's name., Sender required

6 Mandatory Enter originating company’s Change Return fo Initiator's phone
Control Initiator's phone number. Sender number required

7 Mandatory Enter criginating company's Change Return to Initiator's Email
Control Initiator's Email address. Sender address required

8 Mandatory Enter originating company's Change Return to Initiator’s fax number
Control Initiator’'s fax number. Sender required

9 Mandatory Enter originating company’s afternate | Return to Alternate contact
contact name. Sender name required

10 Mandatory Enter originating company's alternate | Return to Alternate contact
contact phone number. Sender number required

11 Mandatory | For the purpose of referencing the Return to Title required —
Change Requesl, assign a short, but | Sender maximum length 40
descriptive name. characters.

12 Mandatory Identify request category for the Return to Category required
Change Request. Sender

13 Mandatory {dentify originating company Refurn to Entry required
assessment of impact Sender

14 Mandatory Describe the proposed Change Return to Description of
Request, indicating the purpose and Sender Change Request
benefit of request. If additional space required
is needed, use additional sheet.

15 Mandaftory Indicate any known dependencies Return to Eniry required
relative to the Change Request. If Sender
none are known, enter "“None known’”.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities

for local services provided by CLECSs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms “include(s)” and “including” mean “including, but
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fn lcate whether additionai Return to Suppomng
informaltion accompanies/supports the | Sender documentation must
proposed Change Request If yes, list accompany request
all documents attached or reference
where they can be found, including
internet address and standards
reference, if applicable,
17 Mandatory A Change Request Log Number Return to Log number— system
Provider generated by the "Change Request Sender generated
Logging system” upon receipt of the
Change Request. The number should
be sent back to the initiator on the
acknowledgment receipt. This # will
be used to track the Change Request.
18 ConditionalP | Indicates whether clarification is Return to
rovider needed on the Change Request, Sender
19 ConditionalP | Date clarification request sent fo
rovider Initiator.
20 ConditionalP | Date clarification due back from Return to
rovider Initialor. Sender
21 Mandatory Indicate status of proposed Change
Provider Request (i.e., clarification, validation,
pending, etc)
22 Mandatory Assign dafe when Change Request Return to
Provider will appear on agenda. Sender
23 Mandatory | A soft date for implementation.
Provider Updated based on Candidate Release
Package info.
24 Mandatory Field that communicates who fast
Provider updated the request.
25 Mandatory Field that communicates when the
Provider last update occurred.
26 Mandatory Change Request results captured
Provider from the Change Review meeling.
27 Conditional | Cancelled Change Request Return to
Provider reasoning. Sender
28 Conditional | Concurrence with Change Request Return to
Provider originating company. Show dafe of Sender
concurrence.
29 Conditional | Change Request Escalation
Provider indication.
30 Conditional | Detailed description of the escalation
Provider considerations.

! Throughout this document, OSS Interfaces are defined as _existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
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Mandatory Indicate agreed release date from
Provider Project Release Plan.

32 Mandatory Results of Internal Defect Validation
Provider

! Throughout this document, 0SS Interfaces are defined as_existing or new gateways (including
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APPENDIX B: CHANGE REQUEST PRIORITIZATION FORM
Request # Request Rankings
Title: OQverall =
Description; Cust#1 =
Cust#2 =
Process: Cust #3 =
System: Cust#d =
Primary Area: Cust #5 =
LSOG Version: Cust #6 =
Initiator/Date:
Title: Overall =
Description: Cust #1 =
Cust#2 =
Process: Cust#3 =
System. Cust#4 =
Primary Area; Cust#5 =
LSOG Version: Cust#6 =
Initiator/Date:
Title: Overall =
Description: Cust#1 =
Cust#2 =
Process: Cust#3 =
System: Cust#4 =
Primary Area: Cust#5 =
LSOG Version: Cust #6 =
Initiator/Date:

I Throughout this document, OSS Interfaces are defined as existing or new gateways (including I
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
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APPENDIX C: CMP PRIORITIZATION PROCESS EXAMPLE

Example: Change Request EZ2 is prioritized highest. Since E3 and ES are tied,
they will be re-ranked and prioritized according to the re-ranking.

El 5 5 5 15 5
E2 1 2 1 4 1
E3 3 1 5 9 3
E4 5 3 4 12 4
E5 2 5 2 9 3
E6 4 4 3 11 4

! Throughout this document, OSS Interfaces are defined as_existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat-are-provided to-CLEGCs:

2 Throughout this document, the terms “include(s)” and “including” mean “including, but

not limited to.”

Note-Throughout this document italicized text represents OBF language not yet

discussed by the CLEC-Qwest Re-Design Team.
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EXHIBIT C

to AT&T’s Comments on Qwest’s Brief Regarding

Change Management

February 19, 2002



AT&T Comments for Redesign
1/22/02

As a result of the CMP Product/Process Meeting held on January 16, 2002, AT&T has
the following questions/comments, which we would like added as issues for discussion in
CMP Redesign:

1. PC100101-4 (Eschelon CR) —“Developed, documented, trained and adhered to
process to make sure that customer’s old VM boxes are removed when a customer leaves
Qwest for a CLEC.”

The result of the discussion of this CR was the Qwest would do a systems change. When
asked if the systems change would itseif go through the CR process in CMP, the response
from Qwest personnel was that (1) it would go through as a “STS UR”(?), (ii) since it was
a non-IMA change maybe it did not need to go through CMP and (iii) since it was a non-
IMA systems change it was not competing for resources (no prioritization was
necessary).

Issues that come out of this:

a. We need a discussion in Redesign of process for changes to non-IMA
systems (billing, back-end, what else?) to insure that we address them in
the Master Redline.

b. What is an STS UR and why wouldn’t that become a CMP CR?

c. What did it mean when Jim Beers said that the non-IMA systems change
was not competing for resources?

d. If certain systems changes are just worked without a CR or prioritization
how is the schedule for their progress and implementation communicated
to CLECs?

2. PC102601-1 (AT&T CR) — “RCID/ZCID assignment for UNE-P”

The result of the discussion of this CR was that Qwest wanted to close this
Product/Process CR and open a systems CR to “consider the best way of meeting this
business need.”

Issues that come out of this:

a. The Product/Process CR was originally submitted on 10/25/01. Qwest did
not recommend closure and replacement with a systems CR until the
1/16/02 CMP meeting. That took nearly 3 months. Why so long? There
should be some kind of screening process that identifies the kind of



change (systems vs. product/pracess) more quickly.

b. Now that this CR has to be open as a new systems CR it looks like we
have to start all over again and that the 3 months since the initial
Product/Process CR is lost. How do we address this kind of problem?
Should initial work by the IT group start after the meeting where the
Product/Process CR is closed in favor of a systems CR?

c Who is responsible for opening the systems CR — Qwest or the CLEC that
initiated the Product/Process CR?

3. PC102901-1 (Eschelon CR) — Qwest to include PON on Qwest Winback Orders.”

As a result of the discussion of this CR, Qwest will do a “systems fix™ and thinks it will
be completed in second quarter. Moved to development.

Issues that come out of this:

a. Apparently, this systems change does not require that a systems CR be
opened? Why not? Why is this treated differently from the AT&T CR
referenced above (PC102601-1) that requires a new systems CR be
opened?

b. If this systems change will occur without going through the systems CR
process, what happens to prioritization and the issue of competing for
Qwest resources?

c. Is there a category (or categories) of systems changes that just go through
unencumbered by the CR process and prioritization?

4. PC110201-2 (AT&T CR) ~ “Partial turn-up of circuits on multiple related LSRs.”

Qwest reported at the CMP meeting that there already exists a Qwest process that does
what AT&T requested in its CR (what AT&T wants is already part of the LSR
submission process that has been in place for a long time). AT&T initiated the CR
because Qwest told us that what we sought was not the Qwest process. This happened at
one of the biweekly quality calls between AT&T and Qwest where Qwest SMEs were in
attendance to consult with on this issue. The Qwest service management team advised
that AT&T should take the issue to CMP.

Issue that comes out of this:

a. AT&T should not have been required to do a CR. Qwest personnel should
know what Qwest processes are and track them down to resolution before
sending a CLEC to CMP. There has been CLEC frustration that the
account team and service managers are quick to say “take it to CMP”



without necessarily doing all that should be done by them to research and
resolve this issue. This is a good example of that problem and a situation
where CMP should not be the solution.

5. Qwest has been stating in regulatory filings and proceedings that the systems
work of CMP redesign is complete and that systems is the only thing the FCC cares about
in evaluating an ILEC's CMP (hence, state commissions don’t need to wait for
product/process to be completed). How is it then that by attending only part of a CMP
product/process meeting, we come away with four systems issues? The AT&T redesign
team doesn’t see how Qwest can say we are done with redesign of CMP with regard to
systems when this kind of crossover exists and product/process has not been redesigned.
It is apparent that systems and product/process go hand-in-hand.

6. Premium directory listings — There was apparently a discussion at the CLEC
forum earlier in the week that Qwest intends to start charging for premium listings. In
addition, Qwest is considering back billing for this service (to no earlier than October
2001). This was discussed briefly at the CMP Product/Process meeting. Qwest intends
to simply provide notice, then start charging CLECs. This would be done without
informing CLECs of what provisions in their interconnection agreements with Qwest
permit Qwest to charge for this service and without explaining how Qwest has the right
under the interconnection agreement to back bill. The explanation provided by Qwest at
the CMP meeting is that the only redesigned process for Qwest product/process CRs has
to do with OSS testing and SGAT workshops (the interim process we have discussed in
Redesign). As a result, Qwest will follow its old process of notice and go even on
changes that are CLEC impacting. Since this Qwest practice continues in spite of
expressed CLEC concern, AT&T believes that this process needs to be worked out now.
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to AT&T’s Comments on Qwest’s Brief Regarding

Change Management
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Performance Acceptance Certificate

Incident Work Order Numbher | AZIWO1076-1
Date/Time of Incident 04/11/01
Severity Level !

Initiator Robin Ferris
Date of Qwest Resotlution 12/10/01
TAG Concurrence Date

Description of Incident

The Change Request (CR) process used in the CICMP needs to be reviewed and re-designed in order for CRs to
progress through the lifecycle in a much more timely fashion.

Despite the application of fairly conservative time intervals to individual steps of the CR process, the length of time it
takes an average CR to make it through the process, not even taking into account making it into a release, is simply too
long. If the length of time it takes a CR to actually make it into a release is taken into account, the length of time can
double or even triple.

The primary culprits here are the once-monthly CICMP meetings and their relation to internal development meetings,
and the frequency of saftware releases (releases are scheduled approximatley every four months).

The frequency of the CICMP meetings has the potential to slow down the CR process at several points. For instance,
depending upon when a CLEC submits a CR, it can take anywhere from several days to an entire month for the CR to
be initjally “industry evaluated.” If the CR requires clarification, it can take anywhere from several days to two months
before it is discussed at its first CICMP meeting,

Having been initially discussed at the CICMP, meeting, the CR still has a minimum of two more CICMP meetings at
which it must be discussed: once when it recelves a “T-Shirt Size,” and again after it has been prioritized and is
baselined for release. If further clarification is required once the CR has been discussed at any of the aforementioned
stages, the CR will need to come back to the CICMP once again. Each time the CR must come back to a CICMP
meeting for discussion, there is the possibility that it will have to wait nearly a month for one to come along.

The attached table shows the lifecycle of CICMP CRs that were released in IMA/EDI version 6.0. Not counting CRs
4267810 and 5043023, which are process-related and not system-related, the average time it took the CRs to make it
into a software release from their initiation was 12.5 months.

Resolution

QOwest Response Summary:

At this time Qwest has requested the Description of Incident to be clarified so that we can better understand what the
specific incident(s) is we need to address in our response. The due date for the official Qwest Response will be
determined based on the date we receive the clarification.

Owest Supplemental Response 4/17/2001:

Qwest has initiated improvements to the CICMP process beginning in November 2000, and continues to implement
improvements. These improvements have made it possible to reduce the time required for CRs 1o be “industry
evaluated” to three business days. If a CR requires clarification, the current process requires the clarification to be
provided immediately. Additionally, the “t-shirt size” is conducted immediately upon receipt of a CR rather than
holding it for a scheduled review meeting. Once the CR is t-shirt sized, the CR is eligible for “industry prioritization”.

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-1
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The time frame for a2 CR to be selected for a release can range from three days to six months and is determined by the:

Date CR is received

Priority it is given by the CLECs
Industry/Business needs
Available capacity in a release

The Qwest once a month CICMP meetings are in line with other ILECs such as SBC and Bell Atlantic (Vetizon) which
have both been approved by the FCC.

To meet emergency needs of the CLECs, Industry requirements, and Qwest system updates, the Qwest CICMP process
demonstrates flexibility by allowing for changes to the scheduled releases prior to the Release Scope Commitment date.

CGE&Y Supplemental Response 8/29/2001:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The proposed re-design brings Qwest’s
process more in line with that of other RBOCs, specifically Verizon and Bell South, and with the proposed process
outlinad in OBF LSOP issue 2233.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this TWQ at this time.

Owest Supplemental Response 10/25/2001:

The Change Request (CR) Processes used in the Change Management Process (CMP) have been reviewed, re-designed
and implemented.

il

Qwest conducted an assessment of the CMP (including the CR Process) during July, 2001, As a result of that
assessment, which included feedback from the CLECs, Qwest proposed a number of changes designed to improve the
CMP. The CLECs in attendance at the August CMP Monthly Meeting approved the changes, Qwest implemented the
following measures to improve the timeliness and accuracy of the CR Process:

Project Managers were added to Qwest's CMP Staff to ensure the timely resolution of CRs and action items.

Qwest Subject Matter Experts (SMEs) now conduct a Clarification Meeting with the CLEC originator of a CR prior to
the first CMP Monthly Meeting following receipt of a CR. The purpose of the Clarification Meeting is to ensure
Qwest fully understands the CR and the expected deliverables,

Qwest SMEs conducted a Response Review meeting with the CLEC originator of a CR to present and discuss Qwest's
proposed response to the CR. These meetings were held after the Clarification Meeting, but prior to the first CMP
Monthly Meeting following receipt of the CR. Per the request of the CLEC participants who attended the September
CMP Monthly Meeting, this practice has been discontinued. At the request of the CLECs, Qwest now presents its
proposed response during either the first or the second CMP Monthly Meeting following receipt of the CR.

A database was developed to track CR status. The database houses all information pertinent to a given CR such as CR
description, status, meeting minutes, draft and final responses etc. A report that captures all of this information is
produced from the database and is provided on the web for the CLECs. This report provides near real time status on
CRs.

An internal CR escalation process was established. Beginning two weeks before the CMP Monthly Meeting, CRs for
which Qwest has not developed a response are escalated to the CMP Director on a daily basis.

The CMP Re-design Team, which is comprised of CLEC volunteers and Qwest participants, reached agreement on the
interim CLEC Product and Process Change Request Initiation Process. This process has been implemented.

The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change Request

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-2
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Initiation Process. This process is in the late stages of implementation. It will be fully implemented by November 15.

The OSS Interface Change Request Initiation Process was presented to and accepted by the CLEC participants who
attended the September Systems CMP Monthly Meeting. This process was implemented on October 1, 2001.

The CMP Re-design Team reached agreement on the administration of CMP Monthly Meetings. This process has been
implemented. Qwest expanded the CMP Monthly Meetings to 2 full days, per a request from the CLECs who
participated in the September CMP Monthly Meeting. Please note that Qwest is willing to conduct CMP meetings on a
more frequent basis, however, Qwest has not received a request from the CLECs to do so.

CGE& Y Supplemental Response 10/30/2001:
CGE&Y believes that AZIWO1076-1 should remain open for the following reasons:

e Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as different
parts are agreed upon, the process is still ongoing

*  The specific subjects dealt with in the CMP IWOs issued by CGE&Y - "collaborativeness" of the CR review
process, the lengthy lifecycle of CRs, and the timeliness of release of final EDI design worksheets - have not all
been discussed, agreed upon, and/or implemented as part of the ongoing re-design process

*  The above processes are either not at a complete enough stage, or have only just been implemented, and therefore
CGE&Y is not yet able to make a confident assessment of them

CGE&Y acknowledges Qwest's statements made in its 10/25/01 supplemental responses to these IWOs, but feels it
premature to close them due to the reasons stated above.

Owest Supplemental Response 11/16/2001:

Qwest stated in the 10/25/01 response:
The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change Request

Initiation Process. This process is in the late stages of implementation. It will be fully implemented by
November 15.

Qwest and the CLECs reached agreement on the interim Product, Process, and OSS Interface CR processes. Qwest will
process CRs in accordance with these processes effective with those received on or after November 15, 2001, The
documentation in support of these processes may be found in the

Master Red-Line document and the October and November CMP Re-design distribution packages, which reside on
Qwest's CMP Re-design web site.

Resolution Submitted | Qwest Date: | 2/26/01 to 11/16/01
by:

Verification of Resolution

In response to AZIWO1076, Qwest has implemented improvements to its current process (i.e., not
the re-designed process) to address CR processing timeliness problems. The following changes have
been implemented by Qwest:

= A new CR tracking database has been developed to enable CMP managers to better track the
progress of CRs

® Because of the new CR tracking database, up-to-date CR reports are now available, sorted
various ways, on the CMP website

= Each CR is now assigned a Project Manager so that each CR is now treated within Qwest as a
Project

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-3
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* A Director of Change Management is assigned so that the Change Management function within
Qwest now has the requisite authority to direct the work necessary to effect the requested
changes

The affect of the above changes is that CRs are now processed by Qwest and presented to the
CLEC community in a much more timely manner than before. As a result, CGE&Y is
recommending closure of AZIW01076.

Verification ) ) Date:
completed by: Robin Ferris 12/10/01

AT&T Comment (12/13/01):

It is premature to close this I'WO before the CMP workshop scheduied for December 17 and 18, 2001. The
workshop will provide CGE&Y and the TAG with information that should be sufficient to determine
whether the underlying issues remain to be resolved or whether they will be resolved.

CGE&Y Reply (01/09/02):

Qwest has implemented the improvements previously outlined by CGE& Y ; therefore this IWO remains
closed.

TAG Recommendation I:I Approved I:l Return to Qwest
TAG Acceptance by: Date:
Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-4

Cap Gemini Ernst & Young PROPRIETARY — Use Pursuant to Company Instructions




Arizona IWO Formal Response

Test Vendor ID: IWO 1076-1

Owest Internal Tracking ID; TI222

Observation/1WO Title: Change Request (CR) Process Used in the CICMP
Test Type/Domain. Rel. Management / Robin Ferris

Date Qwest Received: 2/20/2001

Initial Response Date: 2/26/2001

Supplemental Response Date: 11/16/2001

Test Incident Summary:

The Change Request (CR) process used in the CICMP needs to be reviewed and re-designed in order for

CRs to progress through the lifecycle in a much more timely fashion.

Despite the application of fairly conservative time intervals to individual steps of the CR process, the length
of time it takes an average CR to make it through the process, not even taking into account making it into a
release, is simply too long. If the length of time it takes a CR to actually make it into a release is taken into

account, the length of time can double or even triple.

The primary culprits here ate the once-monthly CICMP meetings and their relation to internal development
meetings, and the frequency of software releases (releases are scheduled approximatley every four months).

The frequency of the CICMP meetings has the potential to slow dowsn the CR process at several points,
For instance, depending upon when a CLEC submits a CR, it can take anywhere from several days to an

entire month for the CR to be initially “industry evaluated.” If the CR requires clarification,
anywhere from several days to two months before it is discussed at its first CICMP meeting.

it can take

Having been initially discussed at the CICMP, meeting, the CR still has a minimum of two more CICMP
meetings at which it must be discussed: once when it receives a “T-Shirt Size,” and again after it has been
prioritized and is baselined for release. If further clarification is required once the CR has been discussed at

any of the aforementioned stages, the CR will need to come back to the CICMP once again.

Each time the

CR must come back to a CICMP meeting for discussion, there is the possibility that it will have to wait

nearly a month for one to come along.

The attached table shows the lifecycle of CICMP CRs that were released in IMA/EDI version 6.0. Not
counting CRs 4267810 and 5043023, which are process-related and not system-related, the average time it

took the CRs to make it into a software release from their initiation was 12.5 months.

Owest Response Summary:

At this time Qwest has requested the Description of Incident to be clarified so that we can better understand
what the specific incident(s) is we need to address in our response. The due date for the official Qwest

Response will be determined based on the date we receive the clarification.

Owest Supplemental Response 4/17/2001:

AZIWO1076-1 QwestSupplemental Response 11 16 01.docAZ-TI222 - IWO1076-

1-Supplemental_Response-t1—16-01AZ 1222 TWO1076-Qwest—Supp—Response—H-—16-01-d0c2/19/200]

Qwest Communications, Inc.

H26/2001-H4
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Arizona IWO Formal Response

Qwest has initiated improvements to the CICMP process beginning in November 2000, and continues to
implement improvements. These improvements have made it possible to reduce the time required for CRs
to be “industry evaluated” to three business days. If a CR requires clarification, the current process
requires the clarification to be provided immediately. Additionally, the “t-shirt size” is conducted
immediately upon receipt of a CR rather than holding it for a scheduled review meeting. Once the CR is t-
shirt sized, the CR is eligible for “industry prioritization”. The time frame for a CR to be selected for a
release can range from three days to six months and is determined by the:

Date CR is received

Priority it is given by the CLECs
Industry/Business needs
Available capacity in a release

The Qwest once a month CICMP meetings are in line with other ILECs such as SBC and Bell Atlantic
(Verizon) which have both been approved by the FCC.

To meet emergency needs of the CLECs, Industry requirements, and Qwest system updates, the Qwest
CICMP process demonstrates flexibility by allowing for changes to the scheduled releases prior to the
Release Scope Commitment date.

CGE&Y Supplemental Response 8/29/2001:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The proposed re-design
brings Qwest’s process more in line with that of other RBOCs, specifically Verizon and Bell South, and
with the proposed process outlined in OBF LSOP issue 2233,

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the
CLECs, CGE&Y feels that it would be premature to close this IWO at this time.

Owest Supplemental Response 10/25/2001:

The Change Request (CR) Processes used in the Change Management Process (CMP) have been reviewed,
re-designed, and implemented.

Qwest conducted an assessment of the CMP (including the CR Process) during July, 2001. As aresult of
that assessment, which included feedback from the CLECs, Qwest proposed a number of changes designed
10 improve the CMP. The CLEC:s in attendance at the August CMP Monthly Meeting approved the
changes. Qwest implemented the following measures to improve the timeliness and accuracy of the CR
Process:

Project Managers were added to Qwest's CMP Staff to ensure the timely resolution of CRs and action
items.

Qwest Subject Matter Experts (SMEs) now conduct a Clarification Meeting with the CLEC originator of
a CR prior to the first CMP Monthly Meeting following receipt of a CR. The purpose of the Clarification
Meeting is to ensure Qwest fully understands the CR and the expected deliverables,

(Qwest SMEs conducted a Response Review meeting with the CLEC originator of a CR to present and
discuss Qwest's proposed response to the CR. These meetings were held after the Clarification Meeting,
but prior to the first CMP Monthly Meeting following receipt of the CR. Per the request of the CLEC
participants who attended the September CMP Monthly Meeting, this practice has been discontinued. At
the request of the CLECs, Qwest now presents its proposed response during either the first or the second
CMP Monthly Meeting following receipt of the CR.

AZIWO]076-1_QwestSupplemental Response 11 _16_01.docAZ-T1222-ITWO1076- J
1-Supplemental--Response-H—16-0IAZ-TI222 FWO1076—Qwest—Supp—Response—H—16-61+-dec2/19/200314/26/200 1114

Qwest Communications, Inc. _Page 2of444




Arizona IWO Formal Response

A database was developed to track CR. status. The database houses all information pertinent to a given
CR such as CR description, status, meeting minutes, draft and final responses ete. A report that captures
all of this information is produced from the database and is provided on the web for the CLECs. This
report provides near real time status on CRs.

An internal CR escalation process was established. Beginning two weeks before the CMP Monthly
Meeting, CRs for which Qwest has not developed a response are escalated to the CMP Director on a
daily basis.

The CMP Re-design Team, which is comprised of CLEC volunteers and Qwest participants, reached
agreement on the interim CLEC Product and Process Change Request Initiation Process. This process
has been implemented.

The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change
Request Initiation Process. This process is in the late stages of implementation. 1t will be fully
implemented by November 15.

The OSS Interface Change Request Initiation Process was presented to and accepted by the CLEC
participants who attended the September Systems CMP Monthly Meeting. This process was
implemented on October 1, 2001.

The CMP Re-design Team reached agreement on the administration of CMP Monthly Meetings. This
process has been implemented. Qwest expanded the CMP Monthly Meetings to 2 full days, per a request
from the CLECs who participated in the September CMP Monthly Meeting. Please note that Qwest is
willing to conduct CMP meetings on a more frequent basis, however, Qwest has not received a request
from the CLECs to do so.

CGE&Y Supplemental Response 10/30/2001:
CGE&Y believes that AZIWQ1076-1 should remain open for the following reasons:

o  Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as
different parts are agreed upon, the process is still ongoing

e  The specific subjects dealt with in the CMP IWOs issued by CGE&Y - "collaborativeness" of the CR
review process, the lengthy lifecycle of CRs, and the timeliness of release of final EDI design
worksheets - have not all been discussed, agreed upon, and/or implemented as part of the ongoing re-
design process

*  The above processes are either not at a complete enough stage, or have only just been implemented,
and therefore CGE&Y is not yet able to make a confident assessment of them

CGE&Y acknowledges Qwest's statements made in its 10/25/01 supplemental responses to these TWOs, but
feels it premature to close them due to the reasons stated above,

Owest Supplemental Response 11/16/2001:

AZIWO1076-1 QwestSupplemental Response 11 16 01.docAZ-TI222 TWO1076-
1—Supplemental Response—11—16-0IALTI222 TWOI076-Qwest—Supp—Response—H—36—01-doc2/19/2003 1 /262001 11/

Qwest Communications, Inc. _Page 3 of 443




Arizona IWO Formal Response

Qwest stated in the 10/25/01 response:
The CMP Re-design Team also reached agreement on the interim Qwest Product and Process
Change Request Initiation Process. This process is in the late stages of implementation. It will be
Jully implemented by November 13.

Qwest and the CLECs reached agreement on the interim Product, Process, and OSS Interface CR
processes. Qwest will process CRs in accordance with these processes effective with those received on or
after November 15, 2001. The documentation in support of these processes may be found in the

Master Red-Line document and the October and November CMP Re-design distribution packages, which
reside on Qwest's CMP Re-design web site.

Attachment(s): None
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1993 WL 786894 (Cal.P.U.C.)
Re California-American Water Co
Decision 93-10-036
Application 93-07-057

California Public Utilities Commission
October 6, 1993

California-American Water Co. authorized to issue and sell up to $30 million in first mortgage bonds.
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Arizona IWO Formal Response

Test Vendor ID: WO 1078

Owest Internal Tracking ID: TI232

Observation/IWO Title: Final EDI Design Documents

Test Type/Domain: Relationship Management / Robin Ferris
Date Qwest Received: 2/26/2001

Formal Response Date: 3/5/2001

Test Incident Summary:

“Final” EDI design documents are only released to the CLECs three weeks prior to a new EDI release.
This issue has been repeatedly brought up at CICMP meetings by both the CLECs and third party EDI
software vendors. Qwest has had the following answers to this issue:

1. “Draft developer worksheets,” which are developed by the EDI developers during their design process,
are issued to the CLEC community approximately 60 days before a release. They are updated as
needed until the release is final.

2. EDI releases are supported by Qwest for six months after the release of a newer version.

The problem with item #1 above is that the “draft developer worksheets” are exactly that: drafts. Due to
their sheer size, however, the fact that they may change over time is a significant hindrance to using them
as a design document. It has also been observed, particularly with IMA release 6.0, that the design
documents and business rules continue to be refined even after the system is placed in production.

When the above point has been made to Qwest in the past, however, the response has always been item #2:
that a CLEC can always use the previous release for six months after a new release, thus giving them time
to use the “final” design documents to medify their system. While this is certainly true, it doesn not really
address the problem, as remaining with a previous software release prevents CLECs from taking advantage
of any expanded functionality offered by a new release.

The existence of stable, unchanging requirements is an absolute pre-requisite to CLECs being able to code
their own systems to match Qwest’s. The lack of a true “requirements freeze” a sufficient time prior to
production release, coupled with the lack of a true EDI testing environment, make it difficult for CLECs to
successfully code their systems and do true user acceptance testing. TWO #AZIWO1068 has already been
issued in regard to the EDI testing environment.

Owest Response Summary:

Qwest’s EDI release documentation notification procedures give the CLECs adequate time to prepare for
an EDI release.

Qwest distributes initial EDI release requirements, Draft Developer Worksheets (DDW), 196 to 166" days
prior to the recommended” CLEC implementation date. SBC distributes initial requirements for application
to application interfaces between 152 and 172 days before implementation.”

! All times given in days are approximate and assume 30.4 days per month.

AZIWO1078_CGEY Supp Response 8 29 ¢l.doc 2/19/2002 - 11:02 AM
Qwest Communications, Inc. Page 1 of 2



Arizona IWO Formal Response

Draft Developer Worksheets contain all the technical specifications and business rules necessary to create
an EDI interface to Qwest’s systems, except EDI maps and the Data Dictionary, which are included in the
Disclosure Document. DDWs change very little between the time they’re distributed and the time of the
release; however, should changes arise, they are announced to the CLECs in the Disclosure Document.

The Disclosure Document is released 49 days prior to the recommended CLEC implementation date. The
Disclosure Document contains the following elements:

Developer Worksheets
EDI Mappings

Data Dictionary
Business Descriptions
Business Models
Change Summary

® o & o o 0

Qwest opens a release to testing 42 days prior to the recommended CLEC implementation date; in other
words, four weeks before the release is implemented CLECs can begin testing on a release. Although
system changes may be necessary during the testing period, CLECs could have the majority of their
systems tested before the release is implemented.

Any changes between the Disclosure Document release and the Release Implementation are given to the
CLECs in the Addendum to the release, which is distributed 14 days after Qwest’s implementation of a
release, Qwest considers the Addendum as the “final” design document, Qwest agrees that a stable and
unchanging environment is necessary for CLECs to be able to interface with Qwest; when the Addendum is
issued, our system is “stable and unchanging ” Qwest recommends CLECs migrate to the reiease after the
Addendum is issued.

Qwest’s EDI release documentation notification timelines meet or exceed industry expectations,
demonstrated by comparing SBC timelines to Qwest timelines.

CGEQ&Y Supplemental Response, 8/29/01:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The
proposed re-design brings Qwest’s process more in line with that of other RBOCs,
specifically Verizon and Bell South, and with the proposed process outlined in OBF
LSOP issue 2233. This re-designed process also addresses the timeliness of design
documentation distribution.

Since these re-design efforts are still being discussed and collaboratively reviewed
between Qwest and the CLECs, CGE&Y feels that it would be premature to close this
IWO at this time.

% The recommended CLEC implementation date is the day the Addendum is distributed, 14 days after the
release date.
? Texas decision at fn. 338,

AZIW01078_CGEY Supp Response_8 29 01.doc 2/19/2002 - 11:02 AM
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Performance Acceptance Certificate

Incident Work Order Number | AZIWO1078
Date/Time of Incident 02/23/01
Severity Level 1

initiater Robin Ferris
Date of Qwest Resolution 12/10/01
TAG Concurrence Date

Description of Incident

“Final” EDI design documents are only released to the CLECs three weeks prior to a new EDI release. This issue has
been repeatediy brought up at CICMP meetings by both the CLECs and third party EDI software vendors. Qwest has
had the following answers to this issue:

1. “Draft developer worksheets,” which are developed by the EDI developers during their design process, are issued
to the CLEC community approximately 60 days before a release. They are updated as needed until the release is
final.

2. EDI releases are supported by Qwest for six months after the release of a newer version,

The problem with item #1 above ig that the “draft developer worksheets” are exactly that: drafts. Due to their sheer
size, however, the fact that they may change over time is a significant hindrance to using them as a design document. It
has also been observed, particularly with IMA release 6.0, that the design documents and business rules continue to be
refined even after the system is placed in production.

When the above point has been made to Qwest in the past, however, the response has always been item #2: that a
CLEC can always use the previous release for six months after a new release, thus giving them time to use the “final”
design documents to modify their system. While this is certainly true, it doesn not really address the problem, as
remaining with a previous software release prevents CLECs from taking advantage of any expanded functionality
offered by a new release.

The existence of stable, unchanging requirements is an absolute pre-requisite to CLECs being able to code their own
systems to match Qwest’s. The lack of a true “requirements freeze” a sufficient time prior to production release,
coupled with the lack of a true EDI testing environment, make it difficult for CLECs to successfully code their systems
and do true user acceptance testing. IWO #AZIWO1068 has already been issued in regard to the EDI testing
environment.

Resolution

Owest Response Summary:

Qwest’s EDI rejease documentation notification procedures give the CLECs adequate time to prepare for an EDI release.

Qwest distributes initial EDI release requirements, Draft Developer Worksheets (DDW), 196 to 166' days prior to the
recommended” CLEC implementation date. SBC dlsmbutes initial requirements for application to application interfaces
between 152 and 172 days before implementation.’

" All times given in days are approximate and assume 30.4 days per month.

? The recommended CLEC implementation date is the day the Addendum is distributed, 14 days after the
release date.
* Texas decision at fn. 338.
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Draft Developer Worksheets contain all the technical specifications and business rules necessary to create an EDI
interface to Qwest’s systems, except EDI maps and the Data Dictionary, which are included in the Disclosure Document.
DDWs change very little between the time they’re distributed and the time of the release; however, should changes arise,
they are announced to the CLECs in the Disclosure Document.

The Disclosure Document is released 49 days prior to the recommended CLEC implementation date. The Disclosure
Document contains the following elements:

Developer Worksheets
EDI Mappings

Data Dictionary
Business Descriptions
Business Models
Change Summary

Qwest opens a release to testing 42 days prior to the recommended CLEC implementation date; in other words, four
weeks before the release is implemented CLECs can begin testing on a release. Although system changes may be
necessary during the testing period, CLECs could have the majority of their systems tested before the release is
implemented.

Any changes between the Disclosure Document release and the Release Implementation are given to the CLECs in the
Addendum to the release, which is distributed 14 days after Qwest’s implementation of a release. Qwest considers the
Addendum as the “final” design document. Qwest agrees that a stable and unchanging environment is necessary for
CLECs to be able to interface with Qwest; when the Addendum is issued, our system is “stable and unchanging.” Qwest
recommends CLECs migrate to the release after the Addendum is issued.

Qwest’s EDI release documentation notification timelines meet or exceed industry expectations, demonstrated by
comparing SBC timelines to Qwest timelines.

CGE&Y Supplemental Response, 8/29/01:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The proposed re-
design brings Qwest’s process more in line with that of other RBOCs, specifically Verizon and Bell
South, and with the proposed process outlined in OBF LSOP issue 2233. This re-designed process
also addresses the timeliness of design documentation distribution.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this IWO at this time.

Qwest Supplemental Response 10/25/2001:

As part of the Change Management Process (CMP) re-design, Qwest has proposed to implement the following schedule
effective with the IMA 10.0 Release. This schedule meets or exceeds the national industry standards as prescribed in
OBF Issue 2233. This schedule will be discussed with the CLECs during the CMP Re-design meetings scheduled
October 30 through November 1.

At the first CMP Monthly Meeting of each quarter, Qwest will provide a 12-month view of its OSS Interface
Development Schedule.

Qwest will provide draft technical specifications at least 73 calendar days prior to implementing the release unless the
Exception Process has been invoked. (Please note that the Exception Process may be invoked
by either the CLECs or Qwest.) Technical specifications are documents that provide information the CLECs need to
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code the interface.

CLECs have 15 calendar days from the initial publication of the draft technical specifications to provide writien
comments/questions regarding the documentation.

Qwest will sponsor a walkthrough for the CLECs beginning 68 calendar days prior to implementation. A walk through
will afford CLEC Subject Matter Experts (SMEs) the opportunity to ask questions and discuss specific requirements
with Qwest's technical team,

If the CLEC identifies issues or requires clarification, the CLEC must send Qwest written notification no sooner than 58
calendar days priot to implementation.

Qwest will review and respond to all CLEC issues, comments, or questions no later than 45 calendar days prior to
implementation. This notification will include any changes made as a result of CLEC comments
and will constitute the final technical specifications.

Qwest's planned implementation date will not be sooner than 45 calendar days from the date of the

final technical specifications, unless the Exception Process is invoked. The implementation time

line for the release will not begin until final technical specifications arc provided. Emergency

changes within the 30- calendar-day test window can occur without advance notification but will be
osted within 24 hours of the change.

Resolution Submitted Date: | 3/5/01 to 10/25/01
by: Qwest

Verification of Resolution

The release of EDI design documents is a topic that is being negotiated through the CMP re-design
effort. At the beginning of the process Qwest proposed that it would adhere to the OBF 2233
proposal which calls for the release of draft design documentation 66 caledar days prior to a release
and final documentation 45 calendar days prior. This topic has not reached a consensus state
among the core re-design team, but CGE&Y considers the OBF proposal to be a reasonable
timeframe in which to release draft and final design documentation.

Because of the collaborative nature of the re-design process CGE&Y expects that whatever decision is reached as to the
timeliness of EDI documentation releases will have been accepted by the majority of the CLEC community. As a result,
CGE&Y is recommending closure of AZIWO1078.

Verification ) ' Date:
completed by: Robin Ferris 12/10/01

AT&T Comment (12/13/01):

It is premature to close this IWQ before the CMP workshop scheduled for December 17 and 18. 2001. The
workshop will provide CGE&Y and the TAG with information that should be sufficient to determine

whether the underlyving issues remain to be resolved or whether they will be resolved.

CGE&Y Reply (01/09/02):

The latest “Master Red-Lined” CMP re-design document, dated 12-10-01, states. in part:

‘Qwest's planned implementation date will not be sooner than one hundred (100) calendar days
from the date of the final release requirements. The implementation time line for the release will

not begin until final specification are provided”

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-3
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This Language, if approved by the re-design team, exceeds the guidelines proposed by OBF.

It is CGE&Y’s opinion that this IWO is to remain ciosed.

TAG Recommendation l:] Approved D Return to Qwest

TAG Acceptance by:

Date:

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved.
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Performance Acceptance Certificate

Incident Work Order Number [ AZIWO1075-1
Date/Time of Incident 04/11/01
Severity Level !

Initiator Robin Ferris
Date of Qwest Resolution 12/10/01
TAG Concurrence Date

Description of Incident

The current CICMP process is not a true collaborative effort for making changes to the CLEC-specific pre-order, order,
and repair interfaces.

The process, as it exists today, only addresses roughly a third of the changes that are made to these interfaces. Since
these are interfaces that were created and exist solely for the purpose of exchanging tnformation with Co-Providers, all
changes to them should be discussed and voted on by the systems’ primary users — the CLECs — in a collaborative
effort with Qwest.

Specifics are provided below.
The primary functions of the CICMP, as stated in its charter, are:

To track and communicate CLEC-requested changes to the various Qwest interfaces.
To notify CLECs of CLEC-impacting changes.

Historically, however, CLEC requests have only accounted for a small percentage of the functionality added to any
givenrelease. For instance, IMA-GUI release 6.0 contains 24 changes or enhancements over release 5.2; and only 4 of
them originated with a CLEC request.

Further, the Qwest-originated requests, which account for the majority of enhancements to these systems, are totally
outside the scope of the CICMP process. They are not open for debate, prioritization, voting, etc., by the CLEC
commmunity. Not only are they not open for debate, the CICMP manager is not even involved in the process by which
these internal requests are approved (as of November 2000).

In any software requirements management system, it is understood that the end-users are not the sole originators of
CRs. Itis a given, in fact, that Qwest will have the need to make architectural, code, or database modifications to its
systems from time to time due to various internal requirements. It is also understandable that regulatory requirements
will mandate changes to various CLEC systems. The fact remains that many of the enhancements that are generated
internally by Qwest are related neither to architecture or regulatory concerns. Regardless of the source of the
enhancement, however, the process by which these requests are made, voted on, prioritized, and implemented is not
made available to the CLEC community in any way, nor do the CLECs have any input into it whatsoever. As a resuit,
there is justifiable concern that the internal CRs are not subject to the same scrutiny and time-delay inherent in the
CICMP process.

Best practices in software engineering dictate that software change management processes treat all CRs in a cohesive,
uniform manner. Further, all stakeholders in the systems in question, including the end-users, must have representation
at the change control meetings during which all changes are voted on. The fact that Qwest has two separate change
management processes, one internal and one external, for the same systems is a deficiency.

The implementation of IMA Release 6.0 was an illustrative case. The following is a list of all enhancements
implemented during the 6.0 release. Enhancements that originated as a CICMP CR are identified as such. The
remaining CRs were internally developed by Qwest.
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Cap Gemini Ernst & Young PROPRIETARY — Use Pursuant to Company Instructions




CAP GEMINI

ERNST < YOUNG 271 Test Standards Appendix 1 Incident Work Order Process

Flowthrough improvements (Blocking FiD)

SAG only information and Address Validation

Access to loop information (CICMP CR 4261631)

UNE-P (POTS)

UNE-C PL (DS1, DS3)

UNE-P (Centrex) (Conversion only)

UNE-P (ISDN)

Resale Centrex — Centrex 21

Retrieve large CSRs

Pre-Order transaction: parsed CSR info (CICMP CR 4342063)
Additional lines on UBL conversion (CICMP CR 4185852)
Electronic Work Completion and Jeopardy Notification, and Manual Jeopardy Notification
Electronic FOC via IMA GUI

Electronic Reject Notification via IMA GUI

Electronic Billing Completion Notification via EDI/GUI
Electronic LSR Completion Notification via Interface
Auto-push statuses to Co-Providers

Access to multi-point Private Line Resale

Access to Designed Services PBX trunks

Access to ISDN PRI

Access to Sub-Loop

Resale Centrex — flowthrough for Western region

CSRs for Centrex in electronic format (CICMP CR 5235881)
Create notification process for LSMS system outages (CICMP CR 5043023)
Retrieval of CSR by BTN or WT'N (CICMP CR 4441096)

Extend IMA hours of operation (CICMP CR 4267810). Completed prior to 6.0 but
recognized as being implemented in 6.0.

Note that two of the CRs, 5043023 and 4267810, were process and not system related. Also, “Extending IMA hours of
operation” was an enhancement that Qwest already planned and just happened to coincide with a CR.

Resolution

Qwest Response Summary:

At this time Qwest has requested the Description of Incident to be clarified so that we can better understand what the
specific incident(s) is we need to address in our response. The due date for the official Qwest Response will be
determined based on the date we receive the clarification.

Qwest Supplemental Response 4/17/2001:

Qwest disagrees with CGEY’s belief as to the degree to which the CICMP process is not collaborative. It is Qwest’s
position that it is appropriate for CLECs to vote on CLEC initiated changes but is not appropriate for CLECs to vote on
all changes.

The CICMP process provides for the CLECs to vote on the CLEC recommended changes that will be scheduled in the
releases. Qwest also acknowledges that while CLEC requests are always part of a given release, the number of CLEC
initiated changes can vary based on the following factors:
Scope/size of the release based on the time frame and the size of changes
System changes associated with changes to national guidelines, e.g., OBF
System changes/additions required for state/federal regulatory compliance
System changes to increase system efficiency and/or correct problems identified by Qwest or the CLECs outside of
the CICMP process
»  System changes to improve capacity, mechanization capabilities, etc.
Many of these changes benefit both Qwest and the CLEC community by improving system capacity, capabilities,
processing time frames, and Qwest’s ability to provide CLECs with “a meaningful opportunity to compete”.
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An example of a recent release schedule is the 6.0 release documentation that was comprised of 37 total changes. The
following is a breakdown of the changes in this release:

*  Technical — Maintenance Management of System 4
= Center — Support CLECs 5
» CICMP 6
*  Regulatory 14
=  New Products 8

Please note: The numbers for the 6.0 release as documented in this reply are taken directly from the 6.0 Implementation
Documentation.

While the Qwest specific changes are not open for “prioritization or voting” by the CLEC community, Qwest does
receive input from CLECs on changes that impact the CLECs. CLEC input is provided during CLEC initiated
conference calls and the monthly CICMP meetings. CLEC input can be logged as “action items™ on the Action ltems
log. The Action Items log is distributed to all CICMP members and posted publicly on the Qwest CICMP web site.

http://www.qwest.com/wholesale/cicmp/teammeetings html

As a final note, Qwest does not agree that the systems covered by the CICMP process were “designed and exist solely
for the use of Qwest wholesale customers™ and these “wholesale customers are the only users of these systems”, The
suite of OSS systems were designed for the use and benefit of CLECs, however, these systems are also used by Qwest
personnel for the benefit of the CLECs in processing CLEC requests for wholesale products and services.

Additionally, the CLEC system interfaces have many “back-office” systems and functions. Although these back-office
systerns/functions may not be “visible” to the CLECs, they are required for the benefit of processing CLEC requests and
transactions. When these systems require changes that affect CLEC interfaces, these changes are communicated to the
CLECs through the CICMP process.

As in any software requirements management system, Qwest will have the need to make architectural, code, or database
modifications to its back-office systems from time to time due to internal requirements.

CGE& Y Supplemental Response 8/29/2001:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The proposed re-design brings Qwest’s
process more in line with that of other RBOCs, specifically Verizon and Bell South, and with the proposed process
outlined in OBF LSOP issue 2233.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this IWQ at this time.

Owest Supplemental Response 10/25/2001:

The re-designed Change Management Process (CMP) provides a collaborative process for making changes to CLEC-
specific pre-order, order, and repair interfaces. The re-designed CMP defines four OSS Interface Change Request (CR)
types. CLEC Originated and Qwest Originated OSS Interface CR types are prioritized exclusively by the CLECs.
Regulatory and Industry Guideline OSS Interface CR types, which can be initiated by either a CLEC or Qwest are not
subject to prioritization regardless of the source of origination. The CR types are defined in the re-designed CMP as
follows:

Regulatory Change

"A Type 2 change is mandated by regulatory or legal entities, such as the Federal Communications Commission
(FCC), a state commission/authority, or state and federal courts. Regulatory changes are not voluntary but are
requisite to comply with newly passed legislation, regulatory requirements, or court rulings. Either the CLEC or
Qwest may initiate the change request.*

.
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Industry Guideline Change

"An Industry Guideline Change implements Industry Guidelines using a national implementation timeline, if any.
Either Qwest or the CLEC may initiate the change request. These guidelines are industry defined by:

- Alliance for Telecommunications Industry Solutions (ATIS) Sponsored Ordering and Billing Forum (OBF)
- Local Service Ordering and Provisioning Committee (LSOP)

- Telecommunications Industry Forum (TCIF)

+ Electronic Commerce Inter-exchange Committee (ECIC)

« Electronic Data Interface Committee (EDI)

* American National Standards Institute (ANSI)"

Qwest Originated Change

"A Qwest Originated change is originated by Qwest does not fall within the changes listed above and is within the
scope of CMP."

CLEC Originated Change

"A CLEC Originated change is originated by the CLEC does not fall within the changes listed above and is within
the scope of CMP."

Effective with the IMA 10.0 Release, the CLECs prioritized Qwest Originated CRs as well as CLEC originated CRs.
The initial prioritization occurred during August 2001. The CLECs prioritized 4 CLEC Originated CRs and 16 Qwest
Originated CRs in the top 20 CRs in the initial prioritization. The

CLECs final prioritization will be completed October 2001.

CGE&Y Supplemental Response 10/30/2001:
CGE&Y believes that AZIWO1075-1 should remain open for the following reasons:

o  Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as different
parts are agreed upon, the process is still ongoing

*  The specific subjects dealt with in the CMP IWOs issued by CGE&Y - "collaborativeness" of the CR review
process, the lengthy lifecycle of CRs, and the timeliness of release of final EDI design worksheets - have not all
been discussed, agreed upon, and/or implemented as part of the ongoing re-design process

»  The above processes are either not at a complete enough stage, or have only just been implemented, and therefore
CGE&Y is not yet able to make a confident assessment of them

CGE&Y acknowledges Qwest's statements made in its 10/25/01 supplemental responses to these IWOs, but feels it
premature to close them due to the reasons stated above.

Resolution Submitted | Qwest Date: | 02/26/01 to 10/25/01
by:

Verification of Resolution

The re-designed CMP, as it is proposed, will address and alleviate this deficiency. The original
proposal from Qwest, following the base OBF 2233 document, outlined five categories of change
requests:

1. Production Support Changes (i.e., “bug fixes™)
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Regulatory Changes
Industry Guideline Changes
Qwest-Initiated Changes
CLEC-Initiated Changes

e

Qwest had initially proposed that only Types 4 and 5 changes would be open for
industry (i.e., CLEC) prioritization. The CLECs have since argued, justifiably, that
all types, or at the very least Types 2 - 5, should be open for prioritization. Their
rationale for this argument, which CGE&Y is in agreement with, is that nearly all
regulatory changes, and many industry guideline changes, originate with a CLEC
complaint or initiative and that they should have a say in the relative importance of
these types of changes. There is also concern about the definition of a “regulatory
change.” The CLECs are concerned that Qwest may interpret the term “regulatory”
too broadly, and thereby needlessly place numerous change requests in a category
that would exempt them from industry prioritization.

In fact, Qwest recently did classify a number of change requests as “Regulatory”
that were candidates for IMA release 10.0. The CLEC community requested a
conference call to discuss these requested changes, during which it was revealed
that the changes were being scheduled for implementation to satisfy PID and/or
Performance Assurance Plan (PAP) requirements from the Colorado PUC. The
CLEC:s let it be known that they do not consider PID and PAP-related changes to be
regulatory and exempt from industry prioritization. This issue is still being
negotiated. CGE&Y does not believe that Qwest had any untoward motive in
classifying these changes as “Regulatory,” but rather had a different interpretation
of the term. The CMP now being what it is, however, the CLECs were able to be
heard on the issue, and with some reservations Qwest seemed generally to concede
the point.

Qwest expressed the concern that they need to have some way to satisfy PID and
PAP requirements, and that with only one vote in the prioritization process there is
the possibility that these types of CRs will consistently be prioritized “low” by the
industry, thereby forcing Qwest to pay penalties enforced by the various state PAPs.
The CLECs pledged that they would give all CRs equal weight, and it was further
pointed out that Colorado PAP provides for penalties to be assessed against CLECs
who attempt to engage in such disingenuous activities.

These issues serve to illustrate the kinds of candid discussions that are now taking
place within the CMP. These issues aside, CGE&Y agrees with the CLEC position
that Type 2 — 5 changes should be open for industry prioritization.

In summary, CGE&Y feels that with the collaborative nature of the re-design process, whatever
agreement is reached on the subject of types of change requests and the process by which these
requests are prioritized and voted upon will be satisfactory to the majority of the CLECs with
representation at the Qwest CMP. CG&EY is therefore recommending closure of AZIWO 1075,

Verification Robin Ferris Date: | 12/12/01
completed by:

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-5
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AT&T Comment (12/13/01);

It is premature to close this IWQ before the CMP workshop scheduied for December 17 and 18. 2001. The
workshop will provide CGE&Y and the TAG with information that should be sufficient to determine
whether the underlying issues remain to be resolved or whether they will be resolved.

CGE&Y Reply (61/09/02):

it is CGE&Y'’s opinion that with the inclusion of Qwest initiated CRs in IMA release 10.0 and the
coliaborative CMP re-design process currently underway, this IWO should remain closed.

TAG Recommendation [ | Approved [ ] Return to Qwest
TAG Acceptance by: Date:
Version 1.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-6
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Arizona IWO Formal Response

Test Vendor ID: IWO 1075-1

DOwest Internal Tracking ID: TI220

Observation/IWO Title: Current CICMP Process

Test Type/Domain: Rel. Management / Robin Ferris
Date Qwest Received: 2/19/2001

Initial Response Date: 2/26/2001

Supplemental Response Date: 4/17/2001

Test Incident Summary:

The current CICMP process is not a true collaborative effort for making changes to the CLEC-specific pre-
order, order, and repair interfaces.

The process, as it exists today, only addresses roughly a third of the changes that are made to these
interfaces. Since these are interfaces that were created and exist solely for the purpose of exchanging
information with Co-Providers, all changes to them should be discussed and voted on by the systems’
primary users — the CLECs — in a collaborative effort with Qwest.

Specifics are provided below.
The primary functions of the CICMP, as stated in its charter, are:

To track and communicate CLEC-requested changes to the various Qwest interfaces.
To notify CLECs of CLEC-impacting changes.

Historically, however, CLEC requests have only accounted for a small percentage of the functionality
added to any given release. For instance, IMA-GUI release 6.0 contains 24 changes or enhancements over
release 5.2; and only 4 of them originated with a CLEC request.

Further, the Qwest-originated requests, which account for the majority of enhancements to these systems,
are totally outside the scope of the CICMP process. They are not open for debate, prioritization, voting,
etc., by the CLEC community. Not only are they not open for debate, the CICMP manager is not even
involved in the process by which these internal requests are approved (as of November 2000).

In any software reqnirements management system, it is understood that the end-users are not the sole
originators of CRs. It is a given, in fact, that Qwest will have the need to make architectural, code, or
database modifications to its systerns from time to time due to various internal requirements, It is also
understandable that regulatory requirements will mandate changes io various CLEC systems, The fact
remains that many of the enhancements that are generated internally by Qwest are related neither to
architecture or regulatory concerns. Regardless of the source of the enhancement, however, the process by
which these requests are made, voted on, prioritized, and implemented is not made available to the CLEC
community in any way, nor do the CLECs have any input into it whatsoever. As a result, there is justifiable
concemn that the internal CRs are not subject to the same scrutiny and time-delay inherent in the CICMP
process.

AZIWO01075-1_Supplemental CGEY Response 08 29 01.doc 2/19/2002 - 11:03 AM
Qwest Communications, Inc. Page 1 of4



Arizona IWQ Formal Response

Best practices in software engineering dictate that software change management processes treat all CRs in a
cohesive, uniform manner. Further, ali stakeholders in the systems in question, including the end-users,
must have representation at the change control meetings during which all changes are voted on. The fact
that Qwest has two separate change management processes, one internal and one external, for the same
systems is a deficiency.

The implementation of IMA Release 6.0 was an illustrative case. The following is a list of all
enhancements implemented during the 6.0 release. Enhancements that originated as a CICMP CR are
identified as such. The remaining CRs were internally developed by Qwest.

Flowthrough improvements (Blocking FID)

SAG only information and Address Validation

Access to loop information (CICMP CR 4261631)

UNE-P (POTS)

UNE-C PL (DS1, DS3)

TUNE-P (Centrex) (Conversion only)

UNE-P (ISDN)

Resale Centrex — Centrex 21

Retrieve large CSRs

Pre-Order transaction: parsed CSR info (CICMP CR 4342063)

Additional lines on UBL conversion (CICMP CR 4185852)

Electronic Work Compietion and Jeopardy Notification, and Manual Jeopardy Notification
Electronic FOC via IMA GUI

Electronic Reject Natification via IMA GUI

Electronic Billing Completion Notification via EDI/GUI

Electronic LSR Completion Notification via Interface

Auto-push statuses to Co-Providers

Access to multi-point Private Line Resale

Access to Designed Services PBX trunks

Access to ISDN PRI

Access to Sub-Loop

Resale Centrex — flowthrough for Western region

CSRs for Centrex in electronic format (CICMP CR 5235881)

Create notification process for LSMS system outages (CICMP CR 5043023)
Retrieval of CSR by BTN or WTN (CICMP CR 4441096)

Extend IMA hours of operation (CICMP CR 4267810). Completed prior to 6.0 but recognized as being
implemented in 6.0.

Note that two of the CRs, 5043023 and 4267810, were process and not system related. Also, “Extending
IMA hours of operation” was an enhancement that Qwest already planned and just happened to coincide
with a CR.

Owest Response Summary:

At this time Qwest has requested the Description of Incident to be clarified so that we can better understand
what the specific incident(s) is we need to address in our response. The due date for the official Qwest
Response will be determined based on the date we receive the clarification.

Owest Supplemental Response 4/17/2001:

Qwest disagrees with CGEY’s belief as to the degree to which the CICMP process is not collaborative. It
is Qwest’s position that it is appropriate for CLECs to vote on CLEC initiated changes but is not
appropriate for CLECs to vote on all changes.

AZIWO1075-1_Supplemental CGEY Response_08_29 01.doc 2/19/2002 - 11:03 AM
Qwest Communications, Inc. Page 2 of 4
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The CICMP process provides for the CLECs to vote on the CLEC recommended changes that will be

scheduled in the releases. Qwest also acknowledges that while CLEC requests are always part of a given

release, the number of CLEC initiated changes can vary based on the following factors:

»  Scope/size of the release based on the time frame and the size of changes

=  System changes associated with changes to national guidelines, e.g., OBF

=  System changes/additions required for state/federal regulatory compliance

=  System changes to increase system efficiency and/or correct problems identified by Qwest or the
CLECs outside of the CICMP process

=  System changes to improve capacity, mechanization capabilities, etc.
Many of these changes benefit both Qwest and the CLEC community by improving system capacity,
capabilities, processing time frames, and Qwest’s ability to provide CLECs with “a meaningful
opportunity to compete”.

An example of a recent release schedule is the 6.0 release documentation that was comprised of 37 total
changes. The following is a breakdown of the changes in this release:

=  Technical — Maintenance Management of System 4
= Center — Support CLECs 5
= CICMP 6
= Regulatory 14
®  New Products 8

Please note: The numbers for the 6.0 release as documented in this reply are taken directly from the 6.0
Implementation Documentation.

While the Qwest specific changes are not open for “prioritization or voting” by the CLEC community,
Qwest does receive input from CLECs on changes that impact the CLECs. CLEC input is provided during
CLEC initiated conference calls and the monthly CICMP meetings. CLEC input can be logged as “action
items” on the Action Items log. The Action Items log is distributed to all CICMP members and posted

publicly on the Qwest CICMP web site, http://www.qwest.com/wholesale/cicmp/teammeetings. htm]

As a final note, Qwest does not agree that the systerns covered by the CICMP process were “designed and
exist solely for the use of Qwest wholesale customers™ and these “wholesale customers are the only users
of these systems”. The suite of OSS systems were designed for the use and benefit of CLECs, however,
these systems are also used by Qwest personnel for the benefit of the CLECs in processing CLEC requests
for wholesale products and services.

Additionally, the CLEC system interfaces have many “back-office” systems and functions. Although these
back-office systems/functions may not be “visible” to the CLECs, they are required for the benefit of
processing CLEC requests and transactions. When these systems require changes that affect CLEC
interfaces, these changes are communicated to the CLECs through the CICMP process.

As in any software requirements management system, Qwest will have the need to make architectural,
code, or database modifications to its back-office systems from time to time due to internal requirements.

CGE&Y Supplemental Response 8/29/2001:;

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The
proposed re-design brings Qwest’s process more in line with that of other RBOCs,
specifically Verizon and Bell South, and with the proposed process outlined in OBF
LSOP issue 2233.

AZIWO1075-1_Supplemental CGEY Response 08 29 01.doc 2/15/2002 - 11:03 AM
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Since these re-design efforts are still being discussed and collaboratively reviewed
between Qwest and the CLECs, CGE&Y feels that it would be premature to close this

IWO at this time.

Attachment(s): None

AZIWO01075-1_Supplementat CGEY Response 08 29 01.doc 2/19/2002 - 11:03 AM
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AT&T Position Statement — Impasse on AZIWO 1075, 1076, and 1078

IMPASSE ISSUES 28 January 2002
The following three IWOs raised an impasse in the TAG meeting held on 25 January 02.
AZIWO1075 (Master Issue #937)

AZIWO1076 (Master Issue #938)
AZIWO1078 (Master Issue #939)

These IWOs are related to the Qwest Change Management Process.

s  AZIWO1075 — Current CICMP process not collaborative effort for CLECs making
changes to pre-order, order, and repair interfaces.

o AZIWOI1076 — CICMP CR process needs review and redesign for CRs to progress in
mote timely fashion.

s  AZIWO1078 — Final EDI design documents release to CLECs only three weeks prior
to new EDI release.

Impasse issue — TWOs should remain open until Qwest has implemented Change
Management Process and evaluation has been performed to determine if the issues raised
in the IWOs are remedied.

The basis for the three IWOs at issue is the Co-Provider Industry Change
Management Process (CICMP) that is the documented Qwest process uses to
communicate with CLECs regarding changes that are to be implemented to the Qwest
OSS interfaces. A re-design and deployment of the process that will replace the CICMP
was announced by Qwest in mid-year 2001, and the new process is being implemented as
process components are negotiated between Qwest and the CLECs. The new process is
referred to as the Change Management Process (CMP) to distinguish the new from the
existing process.

The existing CICMP has not been amended to address the issues raised in the
IWQOs as-issued, and the IWOs at issue need to be measured against the elements of the

CMP that have been agreed and tmplemented. To date, CGE&Y has not reviewed the
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implemented CMP to determine whether the 1ssues have been resolved. The Incident
Work Order Process (Appendix I), as specified in the Test Standards Document (TSD)
Version 2.10, requires CGE& Y to solicit remedies in processes, systems, and operations
from Qwest for problems that CGE&Y detects in its testing. “Qwest prepares a written
response to the IWO describing any intended resolution” [IWO Compietion Process, #1.]
For these IWOs, Qwest proposes that the CMP will provide resolutions to each of the
issues raised. The CLECs are similarly hopeful that the negotiations that have been
taking place and which are on-going, will be successful and that the process
improvements will:
¢ vield a collaborative forum for introduction and implementation of
changes to Qwest’s OSS interfaces (IWO 1075);
¢ provide for timely implementation of prioritized CLEC requests for
change (IWO 1076); and,
o result in timely release of EDI specifications and “‘developer worksheets”

(TWO 1078)

The prospective nature of these resolutions is not contemplated as a way in which
IWOs can be satisfied according to Appendix 1. Any resolution proposed by Qwest is to
be evaluated to determine whether it resolves the underlying problem. CGE&Y cannot
test to determine if a promised solution will resolve the problem, it can only test to
determine if an implemented solution resolves the problem. CGE&Y has not evaluated
the implemented CMP to determine that the problems that it saw when it issued these

TWOs have been resolved.
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Qwest’s CMP has not been evaluated by an independent third party to determine
whether it meets FCC guidelines for an adequate CMP. As outlined in the Common
Carrier Bureau Chief’s advice to U S West (now Qwest) of September 27, 1999, a
Change Management Process evaluation is to demonstrate that the process provides for:
CLEC Participation,

Release Implementation,

Memorialization of Process, and,
Dispute Resolution.

Mr. Strickling’s letter details features of these provisions that the Bureau
recommends be part and parcel of an incumbent’s CMP. The letter further advises that
the CMP be assessed for its adequacy in terms of “a review of the BOC’S ability to
implement at least one significant software release.” This assessment has not been
conducted for the CMP.

It is obvious that the implementation steps are going forward, and in light of the
complexity of the issues requiring resolution, are going forward in a timely fashion. The
2001 decision to announce its plans for retiring the CICMP and for re-design of the CMP
was Qwest’s. It knew the perspective of the CCB; it knew the FCC’s views of the
adequacy of the CMP’s of Verizon (New York) and SBC (Texas); it knew its existing
CICMP was inadequate. It cannot now complain that the process is going too slowly when
the actual issue 1s that Qwest began the re-design too late.

During the time that CLECs were frustrated with the Qwest CICMP for exactly the
reasons raised in IWOs 1075, 1076 and 1078, Qwest was going forward with its own
agenda for making changes to its OSS to meet other 271 obligations, while at the same

time, denying CLECs a collaborative forum for negotiating changes to the OSS (IWQO
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1075), timely implementation of CLEC-suggested changes; and coordinated release of
EDI specifications and supporting documents.

Qwest should advise the TAG when it is prepared for a third party evaluation of
its CMP, and the evaluator should perform the assessment consistent with the FCC and
CCB advice; and, once completed, the assessment report should be provided to the TAG.
The CMP is an important aspect of Qwest’s OSS framework for 271 checklist purposes.
The assessment should be undertaken as promptly as possible following Qwest’s

announcement that its CMP is ready for review.
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IMPASSE ISSUES 28 January 2002
The following three TWOs raised an impasse in the TAG meeting held on 25 January 02.

AZIWO01075 (Master Issue #937)
AZIWO1076 (Master Issue #938)
AZIWQ1078 (Master Issue #939)

These IWOs are related to the Qwest Change Management Process.

¢ AZIWO01075 — Current CICMP process not collaborative effort for CLECs making
changes to pre-order, order, and repair interfaces.

e AZIWO01076 — CICMP CR process needs review and redesign for CRs to progress in
more timely fashion.

e AZIWOI1078 - Final EDI design documents release to CLECs only three weeks prior
to new EDI release.

Impasse issue — IWOs should remain open until Qwest has implemented Change

Management Process and evalvation has been performed to determine if issued raised in
IWOs are remedied.

WORLDCOM, INC. COMMENTS

CGE&Y identified in IWO 1075-1 “the current CICMP process is not a true collaborative
effort for making changes to the CLEC-specific pre-order, order, and repair interface.
The process, as it exists today, only addresses roughly a third of the changes that are not
made to these interfaces. Since these are interfaces that were created and exist solely for
the purpose of exchanging information with Co-Providers, all changes to them should be
discussed and voted on by the systems’ primary users — the CLECs — in a collaborative
effort with Qwest.”

WCom notes that Qwest original take on this deficiency came in their original response
dated 4/17/01 “It is Qwest’s position that it is appropriate for CLECs to vote on CLEC
initiated changes but is not appropriate for CLECs to vote on all changes”. This opinion
is evident by the fact that seven (7} IMA releases were implemented prior to the existence
of a Qwest change management process and upon implementation CLEC CR input to the
next three releases was minimal (24%) and communication of Qwest initiated CRs was
null. Thus, Qwest dictated to CLECs what software enhancements were to be
implemented 76% of the time.

The FCC recognizes the need for “collaboration” in one of its factors regarding CMP,
“competing carriers had substantial input in design and continued operation”. To date,
there is not enough evidence to reflect that CLECs had substantial input to the CMP
processes employed by Qwest yet Qwest’s initiation to “redesign” CMP is a step in the
right direction.



CGE&Y *verification of resolution” on this IWO states, “The redesign CMP, as it is
proposed, will address and alleviate this deficiency.” CGE&Y also is reliant on the
“collaborative nature of the redesign process” which does not prove that CMP is
collaborative and that “competing carriers had substantial input in design and continued
operation”. Until such proof can be evaluated and verified by CGE&Y, this IWO is
premature to close.

CGE&Y identified in IWO 1076-1 that “the change request (CR) process used in CICMP
needs to be reviewed and re-designed in order for CRs to progress through the lifecycle
in a much more timely fashion...the average time it took the CRs to make it into a
software release from their initiation was 12.5 months.”

Although Qwest responsed with asserted implemented fixes, CGE&Y states on 10/30/01
the following reasons for the IWO to remain open:

e Although CGE&Y acknowledges that the CMP re-design process is being
implemented piece-meal, as different parts are agreed upon, the process is still
ongoing

s The specific subjects dealt with in the CMP IWOs issued by CGE&Y —
“collaborativeness™ of the CR review process, the lengthy lifecycle of CRs, and
the timeliness of release of the final EDI design worksheets — have not all been
discussed, agreed upon, and/or implemented as part of the ongoing redesign
process

¢ The above processes are either not at a complete enough stage, or have only just
been implemented and therefore CGE&Y is not yet able to make a confident
assessment of them

WCom commented on this IWO on 12/14/01 stating “Qwest states a CR initiation
process has been reviewed, redesigned and implemented. What is not clear in this
statement is the fact that the interim process established refers to CLEC initiated changes
only. There are four types of CRs that require processes be reviewed, redesigned and
implemented: Regulatory, Industry Changes, Qwest Initiated and CLEC Initiated. As
well, Production CRs must have a collaboratively established process developed and
implemented. These CR types must have processes implemented that allow either Qwest
or CLEC:s 1o initiate the change. Thus, WCom agrees with the need to have this IWO
remain open until such time that all types of CRs and the processes required for both
Qwest and CLECs are established and implemented.”

CGE&Y “verification of resolution” on this IWO states “In response to AZIWO1076,
Qwest has implemented improvements to its current process (i.e., not the re-designed
process) to address CR processing timeliness problems. The following changes have
been implemented by Qwest:

* Anew CR tracking database has been developed to enable CMP managers to better
track the progress of CRs



= Because of the new CR tracking database, up-to-date CR reports are now available,
sorted various ways, on the CMP website

» Each CR is now assigned a Project Manager so that each CR is now treated within
Qwest as a Project

* A Director of Change Management is assigned so that the Change Management
function within Qwest now has the requisite authority to direct the work necessary to
effect the requested changes

The affect of the above changes is that CRs are now processed by Qwest and presented
to the CLEC community in a much more timely manner than before. As a result,
CGE&Y is recommending closure of AZIWQO1076.™

WCom Comment: What is not evident is that CRs are processed more timely than 12.5
months on average as originally determined by CGE&Y. As well, it is not evident what
verification steps CGE& Y took to determine the asserted fixes were, in fact,
implemented for both Qwest and CLEC initiated CRs and are those fixes being practices
by Qwest personnel as intended. Until such time that CGE&Y can provide the evidence
that CRs are processed more timely, WCom believes this IWO was closed pre-maturely.

CGE&Y issued IWO 1078 stating “”’Final” EDI design documents are only released to
the CLECs three weeks prior to a new EDI release. This issue has been repeatedly
brought up at CICMP meetings by both the CLECs and third party EDI software
vendors.”

Qwest 10/25/01 response “As part of the Change Management Process (CMP) re-design,
Qwest has proposed to implement the following schedule effective with the IMA 10.0
Release.” Currently, IMA version 10.0 is due out June/02.

Per CGE&Y *“verification of resolution” “the release of EDI design documents is a topic
that is being negotiated through the CMP redesign effort. At the beginning of the
process Qwest proposed that it would adhere to the OBF 2233 proposal which calls for
the release of draft design documentation 66 calendar days prior to a release and final
documentation 45 calendar days prior. This topic has not reached a consensus state
among the core re-design team, but CGE&Y considers the OBF proposal to be a
reasonable timeframe in which to release draft and final design documentation.

Because of the collaborative nature of the re-design process CGE&Y expects that
whatever decision is reached as to the timeliness of EDI documentation releases will have
been accepted by the majority of the CLEC community. As a result, CGE&Y is
recommending closure of AZIWQ1078.”

WCom Comment: It was premature for CGE&Y to close this IWO for the following: 1)
Evidence must be provided by Qwest, not OBF, that “final” EDI design documentation
are released in a timely manner.



2) Qwest proposed implementation begins with 10.0 which is not due out until June/02.
Thus, in order to validate the proposed schedule is adhered to, CGE&Y would need to
verify against Qwest IMA 10.0 release schedule.
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 2003

Owest Internal Tracking ID: TI 281
Observation/Exception Title: Release Schedule Incomplete
Test Type/Domain: Relationship Management
Date Qwest Received: 03/29/2001

Injtial Response Date: 04/122001

Supplemental Response Date: 06/28/2001

2" Supplemental Response Date: 12/21/2001

3rd Supplemental Response Date: 02/12/2002

Test Incident Summary:
An exception has been identified as a result of the test activities of the pseudo-CLEC.

Exception:

Qwest does not follow its established release notification schedule when implementing IMA releases, and
does not provide complete and accurate information in its release notifications to enable co-providers to
prepare adequately for certification and implementation of new releases,

Background:

When implementing a new IMA EDI release, Qwest makes available a series of documents to co-providers
to assist them in their certification and implementatton efforts. Qwest’s Co-provider Industry Change
Management Process (CICMP) organization handles the process of tracking releases and notifying co-
providers of release information and scheduies. Qwest develops the scheduling of IMA releases internally,
and posts the targeted timeline of release dates in a calendar on the CICMP web page.

During the P-CLEC’s EDI implementation kick-off meeting, Qwest did not provide details relative to the
process by which it plans and schedules EDI releases. However, the P-CLEC presumes that the CICMP
calendar is based upon the IMA Matrix in Qwest’s Release Notification Enhancement document found on
the CICMP web page.

Based upon the P-CLEC’s experience in implementing EDI Release 6.0, Qwest has not followed its
established release timeline. Because of Qwest’s deviation from the posted release schedule, the P-CLEC
experienced implementation planning, resource scheduling, and quality assurance issues,

The attached spreadsheet provides a comparison between Qwest’s expected release timeline, as defined in
the IMA Matrix,” the CICMP calendar’s posted release notification delivery dates, and the actual dates that
the P-CLEC received Qwest release notifications. As the aitachment shows, on many occasions, Jwest
delivered release notifications late. Specifically, Qwest published the Release 6.0 Recertification Notice on
the same day it released IMA 6.0, three weeks after its projected delivery date. Qwest’s Release Notes

! http:iwww.qwest.com/wholesale/downloads/enhancment_120600.ppt.

* The projected release timeline was determined by counting backward the number of days or weeks stated
in the IMA Matrix from Qwest’s stated target release dates of December 11, 2000 for Release 6.0 and
February 26, 2001 for Release 6.01,

Exception 2003 Qwest Resp to HP 2nd Supp Rec_02_12_02.doc 211972002 - 12:00 PM
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Descriptions, which should have been delivered six weeks prior to the target release date, on October 11,
2000, were not received by the P-CLEC until October 27, 2000,

Further, when Qwest provides release notifications to the co-provider community, it does not always
provide complete and accurate information. For example, though Qwest published the Release 6.0
Baseline Candidates only one day after the date listed on the CICMP calendar - and approximately three
weeks earlier than the projected delivery date based on the IMA Matrix timeline — Qwest had to release a
clarification to the Baseline Candidates on August 23, 2000 — more than one month after the CICMP
calendar delivery date, and nearly two weeks after the IMA Matrix-defined projecied delivery date.

Qwest also released two addenda to its EDI Release 6.0 Disclosure Documents. These addenda were
published after the release of IMA 6.0 to correct errors in the original Disclosure Documents.

The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the P-CLEC found the analysis of the change summaries to be
confusing due to a lack of clarity as to how to incorporate the content in the second disclosure document
addendum. Specifically, it was not evident whether the second addendum was inclusive of the changes
noted in the first addendum, Qwest does not provide a documented process that details how a co-provider
should implement changes noted in the disclosure document addenda.

Issue:

Because Qwest has not adhered to its stated implementation timeline, co-providers have not been afforded
adequate time to prepare for implementation of new releases. Co-providers must complete their analysis,
development, and testing efforts within a shortened time frame, which creates greater opportunity for errors
to occur in a co-provider's implementation efforts.

Further, the incomplete nature of Qwest’s release notifications further complicate co-providers’
certification efforts by forcing co-providers to work with continually changing documentation, Qwest’s
inability to provide complete and accurate release documentation in its initial delivery of release
notifications greatly increases the time and resources a ¢o-provider must commit to implementing a new
IMA EDI release.

Impact:

If Qwest does not meet its established timelines for the publishing of IMA EDI release documentation, co-
providers will not be able to make a smooth transition from their current EDI release to a new release.
Further, multiple and frequent changes to release documentation causes co-providers to expend additional
time and resources an release documentation that is not necessarily compiete or accurate. These frequent
and voluminous changes to release specifications will lead to the failure of co-providers’ implementation
efforts, and will, ultimately, delay co-providers from entering into production in a new release and
execuling their business plans.

Qwest Response Summary:

Qwest has fully researched the tssues outlined in this Exception and does not believe it constitutes a
problem.

During the project initiation discussion Qwest and the CLEC determine objectives and scope of the
implementation, the time frames, and the EDT interface release against which implementation will be
performed. Qwest provides a timeline of when Release Notiftcations were and will be published and made
available to the CLEC. Qwest believes that this process currently adequately addresses the implementation
planning and scheduling activities.

All pertinent information is published by Qwest through the CICMP process and in interactions with the
CLEC, which includes a calendar on the CICMP web page, Release Notifications, and other documents.
While it is Qwest's utmost desire to meet or exceed all published target dates, it is noted that all proposed
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IMA release dates are only targets and changes may occur during an IMA release life cycle that impacts
these target dates. Should changes occur, Qwest will update its target dates and communicate this to the co-
provider.

With respect to the timing around re-certification, it should be noted that during the conversion to a new
IMA EDI Release, it is the CLEC that initiates the beginning of the migration process. An initial migration
meeting will be held to discuss re-certification, migration strategy and data conversion. A project plan will
be developed and mutually agreed upon to assist in the scheduling of appropriate resources for the
migration.

HP Comments 05/14/01:

As documented in the Exception, Qwest does not follow its established release notification schedule when
implementing IMA releases, and does not provide complete and accurate information in its release
notifications to enable co-providers to prepare adequately for certification and implementation of new
releases. Co-providers must complete their analysis, development, and testing efforts within a shortened
time frame, which creates greater opportunity for efrors to occur in a co-provider’s implementation efforts,
Further, Qwest’s inability to provide complete and accurate release documentation in its initial delivery of
release notifications greatly increases the time and resources a co-provider must commit to implementing a
new IMA EDI release.

Discussion

Based upon the P-CLEC’s experience in implementing EDI Release 6.0, Qwest did not follow its
established release timeline, as posted on the CICMP website calendar. Because of Qwest’s deviation from
the posted release schedule, the P-CLEC experienced implementation planning, resource scheduling, and
quality assurance issues. In the Exception, the P-CLEC provided a table comparing the targeted release
dates of IMA 6.0 Release Notifications, and the actoual dates on which the release notifications were
distributed by Qwest. Among the late release notifications, Qwest provided the 6.0 Recertification Notice
on the same day Release 6.0 was implemented and three weeks after the projected delivery date.

Further, this Exception noted that Qwest release notifications do not always provide complete and accurate
information. As examples, the Exception cited Qwest’s release of a clarification to the Release 6.0
Baseline Candidates on August 23, 2000 — more than one month afier the CICMP calendar delivery date
(July 20, 2000) and the release of the initial Baseline Candidates notification (July 21, 2000). The
Exception also reported that Qwest had to release two addenda to its EDI Release 6.0 Disclosure
Documents, published after the release of IMA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the analysis of the change summaries was confusing because it
was not evident whether the second addendum was inclusive or exclusive of the changes noted in the first
addendum. This confusion is compounded by the fact that Qwest does not provide a documented process
that details how a co-provider should implement changes noted in Disclosure Document addenda.

In Qwest’s response to the cited issues, it indicated that it does not believe this Exception documents a
problem wilth its systems or processes. Qwest indicated that, during the EDI implementation process with a
co-provider, Qwest provides a timeline of when Release Notifications were and will be published and made
available to the co-provider, and stated it believes this process adequately addresses the necessary
implementation pianning and scheduling activities, Qwest noted that, while it is desirable to meet or
exceed all published target release dates, there is a notice on the CICMP Release Calendar that all proposed
IMA release dates are only targets and changes may occur during an IMA release life cycle that impact
these target dates. Should changes occur, Qwest stated it would update its target dates and communicate
this to the co-provider.

With respect to the Exception’s use of the delayed IMA 6.0 Re-certification Notice, Qwest indicated that,
during the conversion to a new IMA EDI Release, it is the co-provider’s responsibility to initiate the
migration process. An initial migration meeting will be held to discuss re-certification, migration strategy
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and data conversion. A project plan will be developed and mutually agreed upon to assist in the scheduling
of appropriate resources for the migration.

Recommendation

HP does not believe that Qwest has fully addressed the issues raised in this Exception. First, while Qwest
notes that its published target release dates may change during the life cycle of an IMA release, Qwest has
not addressed the impact that such delays have on a co-provider’s ability to accommodate and plan for new
release implementations on a shortened timeframe. Co-providers plan their release implementations based
on the release calendar provided by Qwest. If a co-provider cannot be assured that targeted release dates
will be met, it will have difficulty coordinating the necessary resources to implement the new release.
Further, when a documentation release is delayed, co-providers must alter their development and
implementation plans to ensure that the appropriate resources are available to complete the necessary
review and development in the shortened timeframe.

Second, Qwest indicated in its response that the co-provider is responsible for initiating the migration
process Lo a new release, and that, consequently, its publishing of the IMA 6.0 Re-certification Notice three
weeks behind schedule, and on the same date IMA Release 6.0 was implemented, does not constitute a
problem. While HP accepts that the co-provider may be responsible for initiating migration 1o a new IMA
release, this does not remove from Qwest the responsibility to notify co-providers in a timely manner that
re-certification and migration plans need to be developed. The Re-certification Notice is important to co-
providers in their planning for the migration process in that it provides the timeframes in which re-
certification must be completed.

Third, in addition to Qwest’s delayed publishing of Release Notifications, this Exception also addressed the
issue of Qwest’s frequent re-release of Release Notices and Disclosure Documentation. As was
documented in the Exception, when Qwest releases addenda to its documentation, co-providers are forced
to develop their interfaces in a piece-meal fashion and often have to re-code their EDI maps to account for
changes to Qwest’s business rules specifications. This requires co-providers 1o devote additional time and
resources to the development and implementation of new IMA releases. In its response, Qwest did not
address this deficiency in its release change management process.

HP recommends that this Exception remain open pending the outcome of the current ROC TAG review of
proposed Change Management Performance Indicator Definitions {PIDs). Of the Change Management
PIDs under consideration, this Exception directly correlates to “PO-16 Timely Release Notifications,”
proposed by Qwest and “RQ-3 Release Quality,” proposed by the co-provider community. Implementation
of these PIDs will require Qwest Lo resolve the root cause of the issues cited in this Exception in order to
meet established benchmark performance standards.

Further, HP requests clarification with regard to the multiple releases of Disclosure Document addenda and
release notifications cited in this Exception, as these multiple releases have a significant effect on the
quality and reliability of an IMA EDI Release, and impact a co-provider’s ability to plan, develop, test and
implement its EDI interface. The attached table, identifying the multiple revisions and addenda to the IMA
Release 6.0 Disclosure Documents, shows the magnitude of this impact on co-providers.

QOwest Supplemental Response to HP Comments (06/28/2001):

Qwest is making a proposal to change its change management program to meet the needs of the industry
and align Qwest with evolving industry directions. To this end, Qwest is working this issue in the
regulatory workshops and the CICMP Forum and has prepared a proposal for collaborative development of
a change management program that will address the concerns raised 1n this and other observations. The
details of the program will be collaboratively refined with the CLECs in the Qwest CICMP forum. Qwest
has identified and expects the program to contain the following elements, some of which address the issues
raised in this observation. For example:
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»  On a quarterly basis, Qwest would begin sharing with Co-Providers its 12-Month Development View
(View) that includes all proposals that impact Co-Providers—those initiated by Qwest and Co-
Providers. Co-Providers would then have an opportunity to provide Qwest with input to the
development plan.

= Qwest proposes to improve its application-to-application notification process ta meet the requirements
proposed by the industry’s Ordering and Billing Forum (OBF) with Issue 2233. Qwest proposes to
incorporate into the CICMP Qwest initiated CRs which impact Co-Providers, classify and prioritize
CRs by severity type and collaborate with CLECs to develop system releases that include and meet
regulatory, system and CLEC requirements.

In addition, Qwest’s proposal will include guidelines and procedures for:
Escalations/Expedites of changes

New and/or Retired Interfaces

Change notification for Products/Processes

Qwest believes that this comprehensive and collaborative approach to change management will address
these issues and align Qwest with the direction the industry is taking with change management. Additional
information/details will be available once the work in regulatory workshops and with the CLECs has
concluded.

Qwest is in ongoing negotiations with the ROC TAG to arrive at agreement on two Change Management
Performance Indicator Definitions (PIDs). The Change Management PIDs under consideration include
“PO-16 Timely Release Notifications,” and “GA-7 Software Qutage Resolution”. A meeting was held
June 20" to review the latest drafts of these proposed PIDs. In that meeting tentative agreement was
reached on PO-16. Formal TAG approval is expected in the June 28™ TAG meeting. Qwest needs to
provide a response to two outstanding issues on GA-7 and expects approval upon satisfactory resolution of
these two issues. Implementation of these PIDs will require Qwest to resolve the root cause of the issues
cited in this Exception in order to meet established benchmark performance standards. Qwest does not
support the third Change Management PID, “RQ-3 Release Quality,” proposed by the co-provider
community. This PID proposal is at impasse and under review by the ROC Steering Committee.

HP Supplemental Recommendation (12/21/2001):

HP agrees with Qwest’s proposal in their Supplemental Response dated 6/28/2001:
“Qwest is making a proposal to change its change management program to meet the needs of the
industry and align Qwest with evolving indusiry directions.”
Due to the nature of the complexity of the solution to this Exception and the length of time it will take for
Qwest to implement, HP recommends that this Exception remain open pending the successful
implementation of the changed CICMP process.
Based on Qwest’s Agenda provided for the July 1 1™, 2001 “CLEC/Qwest working session to modify the
Change Management Process”, there will be a timeline adapted for proposal review with the CLEC
community.
And further based on the outcome of the timeline development, HP will provide an update to this Exception
recommendation on a quarterly basis.

Qwest Focus O&E Supplemental Response (12/21/2001);

Qwest held a call on December 13 with HP to clarify remaining questions in order to close this observation.
Qwest will proceed to answer the remaining questions listed below from this call.
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1. Has Qwest addressed the impact that changes to published target release dates during the life
¢ycle of an IMA release have on a co-provider’s ability to accommodate and plan for a new
release implementations on a shortened timeframe?

Qwest Response: Qwest has addressed the impact that changes 1o published target release dates
have on a CLEC’s ability to accommodate and plan for a new release. In the CMP Redesign
effort, Qwest and CLECs have collaboratively developed language governing IMA-EDI releases.
This language is included in the Changes to Existing OSS Interfuces section of the Master
Redlined CLEC-Qwest CMP Re-design Framework - Revised 12-10-01
(hitp-/fwww.qwest.comMwholesale/cmp/redesign. html). This section details how Qwest will follow
a 73-calendar day timeframe, beginning with the publication of draft technical specifications,
similar to the timeline outlined in the proposed Ordering and Billing Forum (OBF) guidelines.
Qwest will begin implementation of this timeline and language beginning with IMA-EDI release
10.0.

2. Has Qwest addressed requirements for Re-certification Notice to co-providers that re-certification
and migration plans need to be developed? Timeframe requirements? Content requirements?

Qwest Response: The CMP Redesign team, along with Qwest, is negotiating refined
language to the existing certification and re-certification processes, including discussion of
migration test planning, content, and timeframes. Qwest has provided the Redesign Team with
proposed language addressing these subjects, The Redesign Team will address these issues at the
January 22, 23, and 24 Redesign session.

3. Has Qwest addressed issues with regard to the muttiple releases of Disclosure Document addenda
and release notification releases?

QOwest Response: Qwest will propose language on January 18, 2002, that will address the CLEC’s
concerns regarding multiple changes to Disclosure Documentation in a post production
environment that require changes to CLEC’s systems. Addendum language will be discussed and
potentially agreed upon during the January 22, 23, and 24 Redesign session.

4. Has Qwest addressed deficiencies in its release change management process related 1o Qwest’s
release of addenda to its documentation?

Owest Response: Sce Qwest’s response to #3 above.

HP 2™ Supplemental Recommendation (January 11, 2002):

Qwest’s responses to Questions #2 and #3 indicate that the CMP Re-Design Core Team will be reviewing
proposals related to the resolution of the Exception during the January 22-24 redesign meetings.

Also, Qwest indicates in its response to Question #3 that it has not yet completed the proposed draft
langvage or provided it to the redesign team. This proposed language, according to Qwest, will be
available on January 18, 2002,

In order to ensure that the language proposed by Qwest, and reviewed by the CMP Re-Design team,
addresses the open issues of this Exception, HP requests the following:

L, Qwest provide HP with copies of the propased language, referenced in its responses to Question
#2 and #3 above, that have been, or will be, provided to the CMP Re-Design Core Team for
discussion in the January 22-24 redesign meetings, and
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2. Qwest provide HP with a summary of the discussions, and any decisions made, during the January
22-24 redesign meetings on the points that apply to the answers provided in this response.

HP will continue to monitor this Exception by means of a re-test (Category 4) and will provide a
supplemental response after the above requests have been satisfied and completed.

Owest Response to HP Second Supplemental Recommendation (February 12, 2002):

Qwest has reviewed HPs request and is providing the following information and documentation in response
to items 1 and 2 above.

1) Qwest [to] provide HP with copies of the proposed language, referenced in its responses to Question #2

and #3 above, that have been, or will be, provided to the CMP Re-Design Core Team for discussion in the

January 22-24 redesign meetings;
Qwest has attached the two documeats that outline the proposed language for Disclosure addenda
(Attachment 1) and Certification/Re-certification (Attachment 2). Certification/Re-certification
language was discussed and inserted into the “Master Redlined CLEC-Qwest CMP Redesign
Framework - Revised 02-07-02” at the February 5-7 CMP Redesign session. Section 10.1 of the
agreed Certification/Re-certification language, which is included in Attachment 2, addresses test
planning, content, and timeframes. Qwest's disclosure addendum proposal has not been discussed
to date.

2} Qwest provide HP with a summary of the discussions, and any decisions made, during the January 22-

24 redesign meetings on the points that apply to the answers provided in this response,
Qwest proposed that both of the items described above be covered in the January 22-24 Redesign
session, See the agenda mailed to attendees with the appropriate highlights (Attachment 3).
Unfortunately, many issues were not addressed due to extended discussions on some issues.
Certitication/Re-certification language was discussed and inserted into the “Master Redlined
CLEC-Qwest CMP Redesign Framework - Revised (2-(07-02" at the February 5-7 CMP Redesign
session. Qwest disclosure addendum propasal has not been discussed to date.

Attachment(s): ROC_TI281_EXP2003_Attachment_1_02_12_02.doc,
ROC_TI281_EXP2003_Attachment_2_02_12_02.doc,
ROC_TI281_EXP2003_Attachment_3_02_12_02.doc
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ATTACHMENT 1

Action Item 217 Redesign Issues Actions Log - QWEST PROPOSED LANGUAGE DISCLOSURE
DOCUMENT ADDENDA-

Following is a hignh ievel overview of the current disclosure, release and addendum
process:

Draft Develaoper Worksheets -- 45 days prior o a release the draft Developer
Worksheets are made available to the CLEC's.

Final Disclosure — 5 weeks prior to a release the Final Disclosure documents,
including | charts and developer worksheets are made available to the CLECs.

Release Day — On release day only those CLECs using the IMA GUI are required to
cut over to the new release.

1% Addendum — 2 weeks after the release the 1% addendum is sent to the CLECs.

Subsequent Addendum’s — Subsequent addendum’s are sent to the CLECs after the
release as needed. There is no current process and timeiine.

EDI CLECs — 6 months after the release those CLECs using EDI are required to cut
over to the new release. CLECs are not required to support all new releases.



ATTACHMENT 2

Certification and Recertification Testing — Agreed to Language inserted into the “Master
Redlined CLEC-Qwest CMP Redesign Framework - Revised 02-07-02" at the Feb 5-7
CMP Redesign session.







ATTACHMENT 3

Announcement Date: January 17, 2002

Effective Date: January 22, 2002

Document Number: GENL.

Notification Category: General

Target Audience: CLECs, Resellers

Subject: Agendas for the January 22 through Janunary 24, 2002 Qwest-CLEC
Working

Session to Modify the Change Management Process

The agendas for the next Change Management Process Re-design working session with the Core
Team are attached for your reference.

Date: Tuesday, January 22; Wednesday, January 23; and Thursday, January 24,
2002
Locations: 1801 California Street, 23™ Floor, Executive Conference Room,
Denver, CO
Time: 10 AM to 5 PM Mountain Time (Januvary 22 with a working lunch)

9 AM to 5 PM Mountain Time (January 23 and January 24)

Conference Bridge:  Dial-In Number: 877.550.8686
Conference ID: 2213337#

The agendas along with meeting material will be emailed to you and posted on the web site by
January 18: http.//fwww.qwest.com/wholesale/cmp/redesign.html.

Sincerely,

Qwest



MEETING MATERIAL
¢ CMP Redesign Meeting January 22 - 24 Notice and Agenda - 01-14-02

CMP Re-Design Core Team Issues and Action Items Log — 01-14-02

CMP Re-design Discussion Running List — 01-08-01

Changes that DO NOT Alter CLEC Operating Procedures — 01-15-02

Change Management Process (CMP) Improvements - 11-26-01

Qwest CMP Improvement Process - 11-26-01

Qwest Proposed History Change Log - Revised 12-20-01

Qwest Proposed CR Prioritization Language ~ Revised 12-6-01

SCRP Proposed Language - 12-10-01

Qwest Proposed Interface Testing Language - Revised 11-27-01

AT&T Interface Testing Issues — 12-03-01

Changes Resulting from New Production Support Language - 01-16-02
Qwest-CLEC Technical Issues Escalation - January 16, 2002

CLEC Open cases 0101 to 01022 - 01-10-02

Updated Event Notification Form - 01-16-02

Qwest Proposed TERMS Language - 01-08-02

Qwest Proposed Action Item Language - 01-14-02

Qwest Proposed Managing the CMP Language - Revised 11-20-01
Combined CMP Redesign Gap Analysis — 01-17-02

AT&T CMP Redesign Gap Analysis Addition - 01-14-02

AT&T CMP Redesign Gap Analysis - 01-11-02

Covad CMP Redesign Gap Analysis - 01-11-02

Eschelon CMP Redesign Gap Analysis - 01-11-02

WorldCom CMP Redesign Gap Analysis - 01-11-02

Facilitator CMP Redesign Gap Analysis —01-11-02

Schedule of CMP Redesign Working Sessions - Revised 12-11-01

Master Redlined CLEC-Qwest CMP Redesign Framework - Revised 01-03-02
System Event Notification Subscription Announcement ~ Published 06-01-01
Excerpt from Schultz E-mail - Action Item 198
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Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23™ Floor, Executive Conference Room, Denver, CO
Conference Bridge: 1-877-550-8686 Conference ID: 2213337 (hit #)

AGENDA—Tuesday, January 22

TOPIC LEAD
Introduction (10:00 am - 10:15 am MT) Tudy Schultz,
Qwest
¢ Take attendance Judy Lee,
Facilitator

e Review Agenda

Discussion and Status (10:15 am — 4:45 pm MT) All
10:15 am - Noon {including a 10-minute break)
+ Discuss and develop guidelines for “What is not CLEC-impacting” for Product/Process
s Read-out on Interim Product/Process Change Process Implementation
e PCAT and Tech Pub Documentation and History Change Log (Betty Heid, Sue McNa)
CLECs want the version number at the front of the document (#199)
» Identify existing documentation version control tools (#200)
e How will the history change log work with the holding tank documents
(#201)
¢ Review Historical Change Log document and determine implementation
date (#202)
e Provide a drop down list for the PCAT topical section (#203)
¢ How will Qwest insure that the dot changes and holding tank changes get
updated on the operational version? (#204)
» Implementation of interim document review process (#70)

Noon to 12:30 pm Pick up Lunch

12:30 pm ~ 4:45 pm (including a 10-minute break) All
e (Continue from morming discussions, if needed)
s Prioritization Process

. Qwest position on prioritizing Regulatory changes (#167, 171, 181, 195)

Qwest position on prioritizing Industry Guideline changes (#168)

What is the process for an exception item during Prioritization? (#93)

Will a new OSS Interface CR go through prioritization? (#149)

[s prioritization on a per OSS basis? (#150)

Review LOE process to see if additional changes need to be made;
Criteria used to determine ‘level of effort’ (Action item # 146, 214) (Teresa
Jacobs)

. Can a CLEC prioritize/rank OSS interface CR candidates, even if the
CLEC is not using the interface? (COIL-WCom)

. Attach the latest ranking form, sample of candidate list, and tabulation
form (#174)



. Provide a decision on whether to provide copies of documentation
regarding prioritization and sizing (#196)
Review proposal on Special Change Request Process (SCRP)
1f necessary, revisit Types of Changes (related to Prioritization discussion on
Regulatory and Industry Guidelines #169)
Interface Testing

e Define process for addressing non-production support problems that occur during
Interface Testing; and address the process when a production code problem is
found in the test environment. (#208)

¢  ATT Interface Testing Issues (Mitch Menezes)



Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23" Floor, Executive Conference Room, Denver, CO
Conference Bridge: 1-877-550-8686 Conference ID: 2213337 (hit #)

AGENDA—Wednesday, January 23

TOPIC LEAD
Introduction (9:00 am — 9:15 am MT) Judy Schultz,
Qwest

e Take attendance Judy Lee,

Facilitator

Discussion and Status (9:15 am — 4:45 pm MT) All
(including a 10-minute morning and afternoon Break and an hour Lunch)
. Continue from previous day discussion, if needed
. Discuss and close on Master Redline Language for following Issues and Action
Ttems:
— OSS Interface CR Initiation Process
o Proprietary CR and
Comments/Concerns (#88, 89)
o Criteria for a Deny CR
(#118)
o Qwest-initiated OSS
Interface CRs (#148)
o) CRs that impact both an
OSS Interface and Process (#163)
o Review Qwest proposed
language on the content of the Regulatory and industry guideline CR {Action
item # 212)
o Develop a process to
debate whether a CR is a regulatory and industry guideline change (Action item #
213)
o Address how the CMP
will handle similar CRs and a housekeeping method for old CRs (#224)
fo) Review Walk-on CR
langoage for CMP meeiing (ATT Issues List #6)
o Review and close on
CLEC Comments in the Master Redline framework
o Provide the end-to~end

development life cycle and time interval for Systems (#197)

—~ Changes to An Existing OSS Interface Elements
o “Draft” industry
guideline changes (#94)
o Define changes to an
OSS interface that may not require a CLEC to make coding changes, but may
affect CLEC process or operations. (#137)



Maximum of major
releases per calendar year per OSS, other than IMA (#139)
What is included in

Technical Specifications (#141)
CR Initiation Process takes place before Changes to An Existing (#142);
. Discuss and clarify in the Master Redline that CRs precede any
changes (change, introduction, and retirement of OSS Interface) within
the scope of CMP (exceptions? production support?) (AT&T Issue List
#14)

Review and closéwbn CLEC Comments in the Master Redline frameWork



Introduction of A New OSS Interface
Review and close on CLEC Commenis in the Master Redline framework
Close on timeline Note language (#140) and business days vs. calendar
days timeline

Retirement of Existing OSS Interfaces
Review and close on CLEC Comments in the Master Redline framework

Production Support (Teresa Jacobs)

Event notification
subscription process (#205)

Determine
implementation date for production support (#210})

Examples of IT Help
Desk Trouble Tickets (#211)

Escalation Process
Define an escalation

process for technical production problems for both CLECs and Qwest (#189)

Exception Process

o Review the Exception process: what constitutes an exception for Systems, Product & Process
and overall (#93), and action item # 126 and 215 (ATT Issues List #7).

!

Administration

Re-visit the CMP Web Site (#13G)

Timeframe and method that Qwest provides a notice on a CR response and post
on web site (#1435, 156)

Managing the CMP

Roles of representatives (#107, 172)

AT&T Issue List # 13: Has there been a discussion yet of what happens
at the end of redesign? Do we all review the Master Redline and provide
comments and get to where we say it is done (is this a vote)? Is there a process
to send the whole thing to the entire CMP body? Once it goes to the CMP body,
will there be a walk through of the document with time for questions/comments?
Is there a vote at the CMP body? (#177, 178)

Introduction and Scope
o Timelines under the CMP are ‘defaults’ (#153)

Terms (#106, 133, 162, 182)

Scheduled Maintenance for OSS Interface (#209)

Training (#152)

Discuss and close other items from the Issues and Action Items Log
Are Call Center outages included in the “outages” sub-category? (#40)



- Network outage notification process (#42)

- Differences due to geography (#187)

- Send out and discuss affinity between 25001 and 30623 (#193)

- Provide an explanation for regulatory number pooling CR (#194)
Adjourn



Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23™ Floor, Executive Conference Room, Denver, CO
Conference Bridge: 1-877-550-8686 Conference ID: 2213337 (hit #)

AGENDA—Thursday, January 24
TOPIC LEAD
Introduction (9:00 am — 9:15 am MT) Judy Schultz,
Qwest
s Take attendance Judy Lee,
Facilitator
Discussion and Status (9:15 am - 4:30 pm MT) All
(including 10-minute morning and afternoon breaks and an hour lunch)
. Continue from previous day discussion, if needed
Gap Analysis Discussion and determine future session topics
Read out from Arizona Workshops
Review Schedule of Future Working Session along with topics
Discuss and close on additional issues and actions from this 3-day session

Next Meeting (4:30 pm to 5:00 pm MT) All
¢ Determine discussion items and material needed for the next session

Adjourn



MEMORANDUM

DATE: July 13, 2001

TO: ROC TAG

FROM: Martha McMillin, Hewlett-Packard Consulting

RE: Qwest Supplemental Response to Exception 2003
Summary

As documented in the Exception, Qwest does not follow its established release
natification schedule when implementing IMA releases, and does not provide complete
and accurate information in its release notifications to enable co-providers to prepare
adequately for certification and implementation of new teleases. Co-providers must
compiete their analysis, development, and testing efforts within a shortened time frame,
which creates greater opportunity for errors to occur in a co-provider's implementation
efforts. Further, Qwest's inability to provide complete and accurate release
documentation in its initial delivery of release notifications greatly increases the time
and resources a co-provider must commit to implementing a new IMA EDI release.

Discussion

Based upon the P-CLEC’s experience in implementing EDI Release 6.0, Qwest did not
follow its established release timeline, as posted on the CICMP website calendar.
Because of Qwest's deviation from the posted release schedule, the P-CLEC
experienced implementation planning, resource scheduling, and quality assurance
issues. In the Exception, the P-CLEC provided a table comparing the targeted release
dates of IMA 6.0 Release Notifications, and the actual dates on which the release
notifications were distributed by Qwest. Among the late release notifications, Qwest
provided the 6.0 Recertification Notice on the same day Release 6.0 was implemented
and three weeks after the projected delivery date.

Further, this Exception noted that Qwest release notifications do not always provide
complete and accurate information. As examples, the Exception cited Qwest’s release
ot a clarification to the Release 6.0 Baseline Candidates on August 23, 2000 — more
than one month after the CICMP calendar delivery date (July 20, 2000) and the release
of the initial Baseline Candidates nctification (July 21, 2000). The Exception also
reported that Qwest had to release two addenda to its ED) Release 6.0 Disclosure
Documents, published after the release of IMA 6.0 to correct errors in the original
Disclosure Documents.

The P-CLEC found the implementation of the two addenda to be cumbersome due to its
impact on the integrity of the EDI mapping applications and the piece-meal nature of
arriving at a complete set of business rules specifications. Additionally, the analysis of
the change summaries was confusing because it was not evident whether the second
addendum was inclusive or exclusive of the changes noted in the first addendum. This
confusion is compounded by the fact that Qwest does not provide a documented
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process that details how a co-provider should implement changes noted in Disclosure
Document addenda.

In Qwest’s response to the cited issues, it indicated that it does not believe this
Exception documents a problem with its systems or processes. Qwest indicated that,
during the EDI implementation process with a co-provider, Qwest provides a timeline of
when Release Notifications were and will be published and made available to the co-
provider, and stated it believes this process adequately addresses the necessary
implementation planning and scheduling activities. Qwest noted that, while it is
desirable to meet or exceed all published target release dates, there is a notice on the
CICMP Release Calendar that all proposed IMA release dates are only targets and
changes may occur during an IMA release life cycle that impact these target dates.
Should changes occur, Qwest stated it would update its target dates and communicate
this to the co-provider.

With respect to the Exception’s use of the delayed IMA 6.0 Re-certification Notice,
Qwest indicated that, during the conversion to a new IMA EDI Release, it is the co-
provider’s responsibility to initiate the migration process. An initial migration meeting
will be held to discuss re-certification, migration strategy and data conversion. A project
plan will be developed and mutually agreed upon to assist in the scheduling of
appropriate resources for the migration.

Recommendation

HP does not believe that Qwest has fully addressed the issues raised in this Exception.
First, while Qwest notes that its published target release dates may change during the
life cycle of an IMA release, Qwest has not addressed the impact that such delays have
on a co-provider's ability to accommodate and pian for new release implementations on
a shortened timeframe. Co-providers plan their release implementations based on the
release calendar provided by Qwest. If a co-provider cannot be assured that targeted
release dates will be met, it will have difficulty coordinating the necessary resources to
implement the new release. Further, when a documentation release is delayed, co-
providers must alter their development and implementation plans to ensure that the
appropriate resources are available to complete the necessary review and development
in the shortened timeframe.

Second, Qwest indicated in its response that the co-provider is responsible for initiating
the migration process to a new release, and that, consequently, its publishing of the IMA
6.0 Re-certification Notice three weeks behind schedule, and on the same date IMA
Release 6.0 was implemented, does not constitute a problem. While HP accepts that
the co-provider may be responsible for initiating migration to a new IMA release, this
does not remove from Qwest the responsibility to notify co-providers in a timely manner
that re-certification and migration plans need to be developed. The Re-certification
Notice is important to co-providers in their planning for the migration process in that it
provides the timeframes in which re-cenrtification must be completed.

Third, in addition to Qwest's delayed publishing of Release Notifications, this Exception
also addressed the issue of Qwest's frequent re-release of Release Notices and
Disclosure Documentation. As was documented in the Exception, when Qwest
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releases addenda to its documentation, co-providers are forced to develop their
interfaces in a piece-meal fashion and often have to re-code their EDI maps to account
for changes to Qwest’s business rules specifications. This requires co-providers to
devote additional time and resources to the development and implementation of new
IMA releases. In its response, Qwest did not address this deficiency in its release
change management process.

HP recommends that this Exception remain open pending the outcome of the current
ROC TAG review of proposed Change Management Performance Indicator Definitions
{(PiDs). Of the Change Management PIDs under consideration, this Exception directly
correlates to “PO-16 Timely Release Notifications,” proposed by Qwest and “RQ-3
Release Quality,” proposed by the co-provider community. Implementation of these
PiDs will require Qwest to resolve the root cause of the issues cited in this Exception in
order to meet established benchmark performance standards.

Further, HP requests clarification with regard to the multiple releases of Disclosure
Document addenda and release notifications cited in this Exception, as these multiple
releases have a significant effect on the quality and reliability of an IMA EDI Release,
and impact a co-provider’s ability to plan, develop, test and implement its EDI interface.
The attached table', identifying the multiple revisions and addenda to the IMA Release
6.0 Disclosure Documents, shows the magnitude of this impact on co-providers.

Qwest Supplemental Response to HP Comments (June 28, 2001):

Qwest is making a proposal to change its change management program to meet the
needs of the industry and align Qwest with evolving industry directions. To this end,
Qwest is working this issue in the regulatory workshops and the CICMP Forum and has
prepared a proposal for collaborative development of a change management program
that will address the concems raised in this and other chservations. The details of the
program will be collaboratively refined with the CLECs in the Qwest CICMP forum.
Qwest has identified and expects the program to contain the following elements, some
of which address the issues raised in this observation. For example:

¢ . On a quarterly basis, Qwest would begin sharing with Co-Providers its 12-Month
Development View (View) that includes all proposals that impact Co-Providers—
those initiated by Qwest and Co-Providers. Co-Providers would then have an
opportunity to provide Qwest with input to the development plan.

¢ _Qwest proposes to improve its application-to-application notification process to
meet the requirements proposed by the industry’s Ordering and Billing Forum
(OBF) with Issue 2233. Qwest proposes to incorporate into the CICMP Qwest
initiated CRs which impact Co-Providers, classify and prioritize CRs by severity
type and collaborate with CLECS to develop system releases that include and
meet regulatory, system and CLEC requirements.

! EXC2003 HP Reply Attachment
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_In addition, Qwest’s proposal will include guidelines and procedures for:
Escalations/Expedites of changes

. New and/or Retired Interfaces

. Change notification for Products/Processes

e & & 9

Qwest believes that this comprehensive and collaborative approach to change
management will address these issues and align Qwest with the direction the industry is
taking with change management. Additional information/details will be available once
the work in regulatory workshops and with the CLECs has concluded.

Qwest is in ongoing negotiations with the ROC TAG to arrive at agreement on two
Change Management Performance Indicator Definitions (PIDs). The Change
Management PIDs under consideration include “PO-16 Timely Release Notifications,”
and “GA -7 Software Outage Resolution”. A meeting was held June 20 th to review the
latest drafts of these proposed PIDs. In that meeting tentative agreement was

reached on PO-16. Formal TAG approval is expected in the June 28 th TAG meeting.
Qwest needs to provide a response to two outstanding issues on GA -7 and expects
approval upon satisfactory resolution of these two issues. Implementation of these PiDs
will require Qwest to resolve the root cause of the issues cited in this Exception in order
to meet established benchmark performance standards. Qwest does not support the
third Change Management PID, “RQ-3 Release Quality,” proposed by the co-provider
community. This PID proposal is at impasse and under review by the ROC Steering
Committee,

HP Supplemental Recommendation (July 13, 2001):
HP agrees with Qwest’s proposal in their Supplemental Response dated 6/28/2001:

“Qwest is making a proposal to change its change management program to meet
the needs of the industry and align Qwest with evolving industry directions.”

Due to the nature of the complexity of the solution to this Exception and the length of
time it will take for Qwest to implement, HP recommends that this Exception remain
open pending the successful implementation of the changed CICMP process.

Based on Qwest's Agenda provided for the July 11", 2001 “CLEC/Qwest working
session to modify the Change Management Process”, there will be a timeline adapted
for proposal review with the CLEC community.

And further based on the outcome of the timeline development, HP will provide an
update to this Exception recommendation on a quarterly basis.

AT&T Comments:

Qwest proposes changes to its CICMP as the means 1o resolve the issues raised by
this Exception. HP notes that implementing those changes will take a good deal of
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time, and proposes that the Exception be kept open unti! its evaluation of the revised
Qwest Change Management Process (“CMP”) is completed.

These issues begq the question of defining the later evaluation as the continuation of
testing of the Qwest Change Management Process or as a restart of testing. It is not
clear whether Test 23 is “paused” or is being continued.

The Master Test Plan describes Test 23, the Change Management Process test. It's
objective “... to determine the adequacy and completeness of procedures for
developing, publicizing, conducting, and monitoring change management.” On the
basis of this Exception, it appears that Qwest’'s current CICMP cannot serve as the
basis for successful testing of Qwest's Change Management Process. However, a
documented Change Management Process is one of the inputs to Test 23 — see 23.6.1
Test Inputs tems 1, 2, and 3.

AT&T questions:
o Is it KPMG/HP’s intent to use the revised CMP for Test 23?
o _If yes, which release will be used for that test? See 23.6.1 Test Inputs
item 4. “One significant software release that has been recently

implemented”
o If no, which CMP is planned for Test 237
. Is it KPMG/HP’s intent to continue testing the Change Management Process to

evaluate other aspects of Qwest’s release notification and CLEC support
capabilities? See MTP Table 23.4.1 and 23.6.2 Test Activities.

* Is it KPMG'’s intent to “pause” Test 23 until the revised Change Management
Process is available?
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The following table identifies the multiple revisions that have been released for the IMA Release 6.0
Disclosure Documents. Each row of the table notes the chapters of the Disclosure Documents that were
revised and the date of each revision. Fifty-three chapters and three appendices were included in the
initial release on December 8, 2000. Three revisions have been released, updating and revising certain
chapters. In addition, five addenda were added and releasad between January 15, 2001 and March 27,
2001.

B iR

SRS B £ Ssrthes FETxES
00 Table of Contents X X
01 Main Introduction X X
02 EDI Introduction X X
03 Customer Service Record X X X X
Transaction Cycle
04 Address Validation Transaction X X X
Cycle
05 Check Facility Availability Query X X
06 Service Availability Transaction X X
Cycle
07 CFA Validation Transaction X X
Cycle X
08 Appointment Reservation X X
Transaction Cycle
09 Telephone Number (TN) X X
Assignment Transaction Cycle
10 TN-Appointment Cancellation X X
Transaction Cydle
11 LR Return X X X X_
12 Meet Point Validation X X X X
13 Raw Loop Data X X X X
14 POTS Resale Order Submittal X X X
15 | PBX Order Submittal X X X X
16 Local Number Portability X X
Transaction Cycle
17 Interim Number Portability (INP) X X
Order Submittal
18 Unbundled Loop order X X
Submittal
19 Unbundled Loop with NP Order X X
Submittal
20 Unbundied Analog (ANA) Line- X X
Side Switch Port
21 Unbundled Digital Line-Side X X X
Switch Port
22 Resale Private Line Qrder X X
Submittal
3 | Centrex Resale Services X X X X
24 BRI ISDN Resale Order X X
Submittal
25 Directory Listing (Simple) X X
Feature
26_ | Directory Listings Only Feature X X
27 Resale Frame Relay X X
28 | Meqgabit Resale X X
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29 Public Access Line Ordering X X
30 Public Access Line Ordering - X X
PSP
31 Centrex 21 Resale Services X X
32 DID In Only Trupk X X X X
33 Design Trunk Resale X X
34 Unbundled Analog DID-PBX X X
Trunk
35 DS1 DID-PBX Trunk Port X X X
Facility
36 | DS1 DID-PBX Trunks X X
37 Unbundied Feeder Logp X X X
38 Unbundled Distribution Loop X X X X
39 Unbundied Distribution Loop X X X X
with Number Portability
40 Shared Loop X X X X
41 | UNE -P POTS X X X
42 UNE -C PL X X
43 PRI ISDN Facility _ X X X
44 PRI ISDN Trynks X X _X
45 UNE -P BRI ISDN X X
46 Fatal Error Response X X
Transaction
47 Non-Fatal Error Response X X
Transaction
48 Jeopardy Transaction X X
49 Firm Qrder Confirmation (FOC) X X X
50 Completion Response X X
Transaction
51 Service Request Status Inquiry X X
Transaction
52 Status Change Inquity - Auto X X
Push
53 Functional Acknowledgement X ) S
Response Transaction Cycle [
A Developer Worksheets - Pre- X X X
Qrder
B Developer Worksheets - Order X X X X
Cc Developer Worksheets - Post- X X X
Order
.0 EDI Disclosure Addendum Version 1 01/15/ 01
8.0 EDI Disclosure Addendurn Version 1 Correction Update 01/29/01
| 6.0 EDI Disclosure Addendum Version 2 _Q2/26/01_
6.0 ED| Disclosure Addendum Version 3 03/23/01
©.0 addendum 3 Correction Update 03/27/01
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ROC Observation & Exception Formal Response

Test Vendor ID: OBS 3052

Owest Internal Tracking ID: TI1676
Observation/Exception Title: Change Management Process
Test Type/Domain: Test 23- Change Management
Date Qwest Received: 11/08/2001

Initial Response Date: 11/15/2001

I* Supplemental Response Date: 11/28/2001

2" Supplemental Response Date: 12/05/2001

3 Supplemental Response Date: 12/28/2001

4" Supplemental Response Date: 01/07/2002

5" Supplemental Response Date: 01/11/2002

6" Supplemental Response Date: 01/21/2002

7* Supplemental Response Date: 02/05/2002

Test Incident Summary:

An observation has been identified as a result of the test activities associated with the Change Management
Review, MTP Test 23.

Observation:

Qwest’s Change Management Process (CMP) does not have documented contingency plans and/or
processes to correct failures in the production version(s) of OSS interfaces.

Background:

Production sepport changes address defects in the production version(s) of an OSS interface. Such defects
may include interrupted connectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specification,

The purpose of a production support process is to quickly and effectively restore critical production
componenis by repairing defects or implementing temporary work-around processes, This process would
also include the implementation of a tactical plan to complete restoration of normal production capabilities.
For critical sitwations, standard software release intervals would be too long to implement through the
established change management process,

Issue:

Observation 3052 Qwest Response to KPMG Suppl Rec_02_05_02.doc 2/19/2002 - 12:12 PM
Qwest Communications, Inc. Page 1 of 9



ROC Observation & Exception Formal Response

KPMG Consulting observed that Qwest CMP does not have a documented process to address production
support changes. However, Qwest states in a recent public filing' that:

“While the parties® have not fully discussed or reached agreement on the categories of changes to
be included in Qwest’s CMP, Exhibit A includes all five categories of system changes included in
SBC’s [SBC Communications, Inc.] documents. Those categories are listed in Exhibit A under
the heading Changes to Existing Interfaces. Qwest has already implemented the five categories of
changes in its OSS CMP process.” [lialics added]

According to Exhibit A’ the five categories of changes are defined as follows:

Type 1 Production Support change
Type 2 Regulatory change

Type 3 Industry Guideline change
Type 4 Qwest Originated change
Type 5 CLEC Originated change

KPMG Consulting infers from the above statements that Qwest has a documented process in place to
support Type 1 Production Support changes in the CMP Process.

KPMG Consulting examined the Qwest Change Management Process and established guidelines, but could
not locate documentation to support the above statement in italics. The Co-provider Industry Change
Management Process (CICMP) Document* and the IMA Change Management Document’ define various
change request processes, but lack specific information about production support changes that need to be
processed on an expedited bagis,

Question:

1. Does Qwest have documented contingency plans and/or processes to correct failures in the
production version(s) of OSS interfaces? If so. KPMG Consulting requests that Qwest provide the
document(s) for review.

Owest Formal Response

Qwest confirmed that Qwest OSS contingency plans exist and are utilized by production support teams.
The Qwest OS8S Contingency Plan process is as follows:

1. The first point of contact for a CLEC to report a production problem ts the Wholesale Systems Help
Desk (WSHD). If the WSHD determines that a system needs to be involved to resolve the problem,
they will contact the AIP/Client Services team.

2. The AIP/Client Services team accepts and researches production concerns received from the WSHD.
They create Problem Management Record (PMR) tickets in the Problem Change Record Management
(PCRM} system to track the issues. These tickets are then assigned to the production support team for
the affected system. The AIP/Client Services team process is outlined on their website at:

' Qwest Corporation’s Report on the Status of Change Management Process Redesign before the Public
Utilities Commission of the State of Colorado, dated 10/10/2001, page 7.

* The term “parties” refers to Qwest and those CLECs involved in the CMP Redesign Process.

® Master Redlined CLEC-Qwest CMP Redesign Framework, draft revised 10/3/2001.

¥ The CICMP Document dated 5/11/2001 was the last CMP document before the start of CMP Redesign. It
is located at fitip://www.qwest.com/wholesale/cmp/whatiscmp.html.

> The IMA Change Management Document defines the process through which Qwest prioritizes and
processes Change Requests for IMA software releases.

Observation 3052 Qwest Response to KPMG Suppl Rec_02_05_02.doc 2/19/2002 - 12:12 PM
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ROC Observation & Exception Formal Response

http:/fima-aipftrouble/newones/Ticket_Escalation.htm. This document will be provided as a
confidential data request attachment.

3. If the problem requires an immediate system change, this information is handed off to the development
team for the affected system. The production patch request process is then initiated.

Qwest is in the process of collecting all contingency plans and/or processes that exist to correct potential
failures in the production versions of each OSS interface. These plans and/or processes will be provided to
KPMG by November 27, 2001 as a supplemental response to Observation 3052.

Qwest Supplemental Response (11/28/01):

Qwest is providing contingency plans and/or processes that exist to correct potential failures in the
production versions of OSS interfaces via the usual data request process (DR no. TI-67651) for the
following systems:

CPPD (CPS)

CRIS

EXACT

IABS

IMA
MEDJACC/CEMR

e 4 & & 5

Qwest is still in the process of collecting contingency plans and/or processes for the following systems:

¢ HEET
TELIS

The plans and/or processes for HEET and TELIS will be provided to KPMG by December 4, 2001 via the
vsual data request process (DR no. TI-67682).

Owest 2™ S upplemental Response (12/05/01):

Qwest has completed the collection of contingency plans for the HEET and TELIS systems. Qwest
provided the HEET documentation via DR no. TI-676S52 on 12/4/01.

TELIS is a Cap Gemini Ernst & Young (CGE&Y) system. Qwest follows the procedures outlined in the
CGE&Y document titled "Notification of Sofiware Defects and Severity Levels.” This document defines

procedures for notifying CGE&Y of defects, defect management by CGE&Y and escalation procedures.
The document is CGE&Y proprietary and can not be distributed.

KPMG Comments (12/20/2001):

Documentation Review

KPMG Consulting confirms that it received the following documents from Qwest:

1. AIP/Client Services: Application in Productian Ticket Escalation and Referral Process dated
November 16, 2001°%
2. CPPD: Co-Provider Product Data System Support Plan dated February 7, 20007,

® KPMG Consulting Data Request TI-676 Confidential Information,

Observation 3052 Qwest Response to KPMG Suppl Rec_02_05_02.doc 2/19/2002 - 12:12 PM
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3, CRIS8 (BCOE): Billing Center of Excellence Problem Management Process dated February 14,
2001°%

4. TABS: IABS Problem Management Process Definition dated September 6, 20017;

5. IMA: Production Patch Process (not dated)'®:

6. MEDIACC/CEMR: Production Support/Wholesale System Help Desk Problem/Outage
Management Process (not dated)'";

7. HEET: Application Support & Change Management Plan dated November 27, 2001

KPMG Consulting did not recetve the data items relevant to EXACT and TELIS, that are referenced in
Qwest’s supplemental response. Qwest indicated that the TELIS systerm docuinentation is proprietary and
cannot be distributed to KPMG Consulting for purposes of this review. KPMG Consulting requests that
Qwest pravide the EXACT document as a supplement 1o Data Request reference number TI-676S2.

KPMG Consulting identified acronyms and/or systems that were not fully defined in the Qwest
contingency plans:

¢ Document #2 referred to Polytron Version Control System (PVCS);
¢ Documents #1, 3 & 6 referred to Problem Change Request Management (PCRM);
e Document #1 referred to TPSP (no definition provided).

KPMG Consulting will formally submit a Data Request for documentation that provides more detailed
information regarding these systems.

KPMG Consulting reviewed Qwest’s responses, along with the documents it received, and noted the
following issues:

A. Four out of the seven documents do not contain essential document management elements such as
issue date, version number, author/business unit, change log, and assumptions;
B. Several documents do not provide definitions for participants and stakeholders (i.e., user, client,
requesior, originator, etc);
The process documents do not specify the definition and scope of production support issues;
The documents lack clarity regarding if, and how, CLECs interact with (dwest business uniis for
0SS problems;
Several documents do not specify that Qwest should notify CLECs about the severity of a trouble
ticket, or that CLECs can influence the severity assigned,
The documents lack intervals for notification, escalation, and resolution;
The documents do not specifically address the following:
e planned and unplanned system outages;
s slow response;
e  system availability; and
s  production support CRs.

m o on

o

Please refer to coufidential Appendix A for KPMG Consulting’s detailed analysis of the above seven
documents.

Process Review

" KPMG Consulting Data Request TI-67651 Confidential Attachment A.
 KPMG Consulting Data Request TI-676S1 Confidential Attachment B
? KPMG Consulting Data Request TI-676S1 Confidential Attachment C.
' KPMG Consulting Data Request TI-676S1 Confidential Attachment D.
" KPMG Consulting Data Request TI-676S 1 Confidential Attachment E.
"> KPMG Consulting Data Request TI-67652 Confidential Attachment A
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KPMG Consulting reviewed Qwest documents that specified OSS contingency plans, and found that these
documents lack specific references to, and consideration of, Qwest interactions with CLECs, These
contingency plans illustrate fragments of a production support framework, but do not constitute a
comprehensive process that defines how this change category is integrated into the overall CMP.

In the ahsence of a comprehensive process document, KPMG Consulting was unable to validate specific
steps and timelines related to each of the following production support processes:

Identification and verification procedures;

Evalualion, categorization, and prioritization procedures;
Internal and external communication procedures;

Status tracking and reporting procedures;

Escalation procedures;

Restoration and closure procedures;

Testing procedures, including test environments; and
Documentation management procedures.

TOQTEOO®y

KPMG Consulting requests that Qwest describe how production suppoit issues and production support
changes are handled on an expedited basis. Production support has been defined as the process by which
CLECs interact with Qwest to resolve time sensitive production issues and changes. 1t is critical that
Qwest (internal and external) processes be clearly documented, well formed, and described, within the
context of the overall CMP. In the absence of a comprehensive framework for productions support issues
and changes, there is no assurance that Qwest OSS functionalities consistently meet the needs of CLEC
business operations.

Question:

1. What, if any, Qwest documentation, etther provided to CLECs or used as internal guides, exists
that describes production support changes as a uniform process?

KPMG Consulting recommends that Observation 3052 remain open pending resolution of the above issues.

Qwest Response to KPMG Comments (12/28/01):

Qwest has defined Polytron Version Control System (PVCS), Problem Change Request Management
(PCRM) and TPSP in its responses to data requests CM28, CM29 and CM30 respectively.

The CMP Redesign Core Team has tentatively agreed upon language for Production Support, which
addresses defects of systems and documentation. Refer to Attachment A- Production Support. Qwest has
addressed creation and implementation of an integrated change management process that addresses both
system enhancements and the correction of system bugs and documentation inaccuracies. Systems
enhancements are addressed in the Changes to An Existing OSS Interface section of the Master Redlined
CLEC-Qwest CMP Re-design Framework — Revised {2-10-01

(hitp:/fwww.gwest. com/wholesale/cmp/redesign.html). (See Attachment B: Change to An Existing OSS
Interface.)

The CMP documents referred to above as Attachments A and B, and provided to CLECs, define a uniform
process for production support and changes to OSS interfaces.

As stated in Qwest’s Formal Response on November 15, 2001, when the Wholesale Systems Help Desk
determines that a CLEC reported trouble may require a back-end system fix, the trouble report is handed
off to the appropriate back-end system. Each Qwest back-end system will follow its own process for
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problem resolution and prioritization of fixes and communicate status back to the Help Desk. The
Wholesale Systems Help Desk will then communicate trouble ticket status back to the CLEC. The
Wholesale Systems Help Desk is the single point of contact with the CLEC regarding the status of trouble
tickets.

The Qwest Wholesale Systems Help Desk will update its methods and procedures and conduct training by
January 3, 2002 to ensure that Help Desk personnel follow the procedures outlined in the CMP Production
Support document (Appendix A).

Qwest will update the following back-end system documents previously provided in Data Requests TI-676,
TI-676S) and T1-67652 to include a description of the process of handing off Help Desk trouble tickets
{including those generated by CLECs) from the Wholesale Systems Help Desk and the requirement to
communicate status back to the Help Desk. Qwest will also update these documents to include current
“document management elements” and participant and stakeholder information. These documents will be
updated by Januvary 10, 2002:

| AIP/Client Services: Application in Production Ticket Escalation and Referral Process dated

November 16, 2001

CPPD: Co-Provider Product Data System Support Plan dated February 7, 2000

3 CRIS (BCOE): Billing Center of Excellence Problem Management Process dated November 27,
2001

4  TABS: IABS Problem Management Process Definition dated September 6, 2001

IMA: Production Patch Process (not dated)

6 MEDIACC/CEMR: Production Support/Whalesale System Help Desk Problem/Outage
Management Process (not dated)

s8]

[¥)

HEET is an obsolete system and Qwest is in the process of retiring it. Accordingly, the document “HEET:
Application Supporr & Change Management Plan dated November 27, 2001” will not be updated.
Owest Supplemental Response (01/07/2002):

The documentation updates referenced in the 12/28/01 response remain on track for a 1/10/02 completion;
however, Qwest has determined that the Help Desk Personnel training will not be completed until 1/25/02.

Owest Supplemental Response (01/11/2002):

On 1/10/02 Qwest completed the documentation updates referenced in the 12/28/01 response. The
documents will be provided via the data request process (DR # TI-676-54 - GBS 3052) on 1/11/02.

QOwest Supplemental Response (01/21/2002):

On 1/17/02 Qwest completed the Help Desk personnel training effort, originally referenced in the 12/28/01
response.

KPMG Supplemental Recommendation (01/22/02):

KPMG Consulting reviewed Qwest’s responses, along with information provided in response to the
confidential portion of this Observation report. KPMG Consulling’s response is comprised of a high-level,
summary review and a detailed documentation review (Attachment A), which will be submitted to Qwest
separately through the data request process.
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KPMG Consulting reviewed the Qwest responses and determined that one of the fundamental issues
originally identified in this Observation, i.e., that the implementation of Type 1 Production Support
changes has not been fully implemented and remains unresolved. KPMG Consulting will address this issue
separately from the context of this Observation.

Production Support Summary Review
KPMG Consulting identified key elements (referred to as Criteria A — 1, below) of a production support
pracess that it would expect to be included within the documented contingency plans for each interface:

Identification and verification procedures;

Evaluation, categorization, and prioritization procedures;
Internal and external communication procedures;

Status tracking and reporting procedures;

Escalation procedures;

Restoration and closure procedures;

Testing procedures, including use of test environments;
Documentation management procedures; and

Training procedures.

SEommUOE

KPMG Consulting reviewed the production support process documents that it received from Qwest, and
noted the following issues:

(1) Some process documents do not specify the definition and scope of production support issues
(criterion A);

(2) Several documents lack definitions for participants and stakeholders (i.e., user, client,
requestor, originator, etc.) in the production support process {¢criteria A and I);

(3) Documents lack production support intervals for notification (criteria A and C), escalation
(criterion E), and resolution (criterion F);

(4) Several documents lack essential document management elements such as issue date, version
number, author/business unit, change log, and assumptions (criterion H);

{5) Several documents lack clarity regarding if, and how, CLECs interact with Qwest business
units for OSS production support probiems (criterion D);

(6) Several documents do not specify that Qwest natifies CLECs about the severity of a trouble
ticket, or that CLECs can influence the severity assigned (criterion B);

{7y The documents do not specifically address the following production support issues:
¢ planned and unplanned system outages;
» slow response times;
+  system availability; and
s production support related CRs from the Wholesale Change Management Process.

KPMG Consulting requests that Qwest provide, in its response, a review of each of the interface documents
referenced below, relative (o criteria A through 1, in the contexts of both the Wholesale System Help Desk
{WSHD) and the Wholesale CMP. For verification purposes, KPMG Consulting requests that Qwest
provide specific references to document title, and the reference item (i.e., section, page, figure) within each
document for each criterion.

KPMG Consulting received the following documents on January [4, 2002 for review. The detailed
analysis {Attachment A) will be provided to Qwest as a confidential document via the data request process.

IT WSHD: Ticket Escalation and Referral Process;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section |,

CPPD/CPS: System Support Plan;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 2.

Observation 3052 Qwest Response to KPMG Supp) Rec_02_05_02.doc 2/19/2002 - 12:12 PM
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CRIS (BCOE): Billing Center of Excellence Problem Management Process;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 3.

IABS: IABS Problem Management Process Definition;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 4.

IMA (ICOE): Production Patch Process;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 5.

MEDIACC/CEMR: Problem/Qutage Management Process; and
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 6.

HEET
Qwest’s response and KPMG Consulting tindings are documented in Attachment A, Section 7.

Additional Supporting Documentation Review
In responses to Data Requests for this Observation, Qwest presented additional production support and
contingency plan documentation for KPMG Consulting’s review. These documents include:

PVCS Polytron Version Control System;

Qwest’s response (CM28) and KPMG Consulting findings are documented in Attachment A, Section 8.
PCRM Problem Change Request Management;

Qwest’s response (ID147) and KPMG Consulting findings are documented in Attachment A, Section 9.

TPSP Technology Policies, Standards, and Process Information Development and Deployment;
Qwest’s responses (CM30 and OHD10)} and KFMG Consulting findings are documented in Attachment A,
Section 10.

EXACT;
Qwest’s response (CM31) and KPMG Consulting findings are documented in Attachment A, Section 1.

TELIS;
Qwest’s response and KPMG Consulting findings are documented in Attachment A, Section 12.

WSHD Wholesale Systemn Help Desk Guide; and
Qwest’s response (OHD10) and KPMG Consulting findings are documented in Attachment A, Section 13,

Employee Training Guide
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 14,

Proprietary Information

In its response, Qwest noted that some of the above applications are third party systems, and that specific
vendor information for some of the major interfaces is proprietary. For clarification, KPMG Consulting
does not necessarily seek third party vendor-specific and/or proprietary information, For purposes of this
Observation, KPMG Consulting requests that Qwest provide information that addresses the following:

¢ Business functionality and objectives for each of the Qwest applications that are classified as
proprictary {e.g., PVCS, PCRM, EXACT, and TELIS);
s The method(s) by which failures in OSS interfaces are communicated to CLECs via the Wholesale

Systemns Help Desk;
o  Description(s) of Qwest production support processes for these applications to support CLECs;
and
Observation 3052 Qwest Response to KPMG Suppl Rec_02_05_02.doc 2/19/2002 - 12:12 PM
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¢ Identification of Qwest stakeholders, and their roles and responsibilities, relative to these systems
for production support.

KPMG Consulting would expect Qwest to provide documentation that jt uses 1o integrate wholesale
business and production support tools, including any used for training of its staff.

KPMG Consulting recomumends that Observation 3052 remain open pending resolution of the above
production support process documentation issues.

Owest Response to KPMG Supplemental Recommendation (02/05/2002):

In the 01/24/02 response to Exception 3102, Qwest committed to provide an integration document to
KPMG by February 7, 2002. This document will address Criteria A — I outlined by KPMG in the
“Production Support Summary Review” section of this observation.

In the “Proprietary Information” section of KPMG's 01/22/02 response, KPMG requested that Qwest
provide additional information on the PVCS, PCRM, EXACT and TELIS applications. Qwest will provide
this information by February 11, 2002.

In the confidential attachment to Observation 3052, KPMG identified several issues related to documents

that Qwest provided via the confidential data request process. Qwest will respond to those issues and
provide updated documents by February 11, 2002,

Attachment(s): None

Observation 3052 Qwest Response to KPMG Suppl Rec_02_05_02.doc 2/19/2002 - 12:12 PM
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OBSERVATION 3066 — SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 24, 2002

OBSERVATION REPORT

An observation has been identified as a resuli of the test activities associated with the
Change Management Test, MTP Test 23.

Observation:

Qwest does not consistently employ the defined Change Management Process
(CMP) to exclude CLEC-impacting system changes from point release versions of
the Interconnect Mediated Access (IMA) interface.

Background:

IMA is a Qwest system that enables CLECs to access local telephone service elements of
the Qwest network and Operations Support Systems. It automates the process by which
Local Service Requests submitted by CLECs are used to create service osders.

Qwest has defined two types of IMA release implementations’, with attributes as follows:

Major releases (e.g., IMA 8.0) —
¢ Add functionality to systems and processes;
¢ Scheduled three times per calendar year; and
¢ Changes are subject to the prioritization process.

Point releases (e.g., IMA 8.01) —
¢ Only concern back-end systems;
e Augment functionality disclosed in major releases; and
¢ Changes are not subject to the prioritization process.

In the context of the monthly CMP meeting and CMP Redesign Process, Qwest has
stated that point releases do not require CLECs to make system or process chan gesz.
Unlike change requests that comprise major system releases, point release changes are
not subject to the prioritization process.

' Refer to page three of the draft meeting minutes for Qwest's 10/30/2001-11/1/2001 CMP Redesign
session, At that meeting, Jeff Thompson, Qwest’s IT Director of ASR and Center Efficiency Processes,
explained to CLEC participants the differences between a major release and a point release.

? See meeting minutes for Qwest’s 10/16/2001 and 10/30/2001-11/1/2001 CMP Redesign working
sessions, respectively, and meeting minutes for the 10/18/2001 Systems CMP Meeting at
hitp://www.qwest.com/wholesale/cmp/leammeetings.html.

02/19/2002
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Issue:

Qwest does not consistently apply the defined CMP for CLEC-impacting system changes
for point releases to the IMA interface. KPMG Consulting has observed at least two
examples of point release changes that required, or would have required, a number of
CLECs to make internal changes, such as employee training and process enhancements:

1. Qwest implemented changes to a backend database in IMA 6.01, and did not
inform CLECs of the changes. This implementation resulted in CLECs’ inability
to process orders.”

2. A more recent instance involves Change Request (CR) 25152% in IMA 8.01.
Qwest presented this GUI-only change at the monthly Systems CMP meeting on
October 18, 2001, and announced that the change would be implemented on
November 19, 2001. Qwest removed this CR from IMA 8.01 in early November,
after CLECs Allegiance, AT&T, and Eschelon raised concerns about this issue,
stating that the CR was CLEC-impacting.”

Furthermore, it does not appear that clearly defined, documented Qwest processes or
procedures exist to ensure that all CLEC-impacting IMA changes are identified and
submitted for CLEC voting, as part of the prioritization process.

Impact:

The absence of a defined process for identifying CLEC-impacting changes, combined
with inconsistent use of the documented CMP process, makes it difficult for CLECs to
prepare for and respond to Qwest point releases. This exposes CLECs to unnecessary
risks from changes that could impact their business operations and service to end-use
customers.

Question:

What steps will Qwest take to ensure that CLEC-impacting systems changes are
identified and communicated to CLECs through the CMP process?

¥ This issue led to the HP filing of Exception 2007.

* CR#25152 “Enhancements for Appointment Scheduler” will require a CLEC to schedule an LSR
appointment based on Qwest’s resource availability.

> See the meeting minutes for the 10/18/2001 Systems CMP Meeting and Action Item #366 in the
11/15/2001 Systems CMP Distribution Package at
http://www.gwest.com/wholesale/downloads/2001/011109/November 15 Package.pdf.

02/19/2002
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Qwest Formal Response (12/20/01):

Qwest and the CLECs have already reached interim agreements on numerous processes
associated with CLEC-impacting systems changes including those related to point
releases. These agreements are documented in the Master Redlined CLEC-Qwest CMP
Re-design Framework — Revised 12-10-01,
http://www.qwest.com/wholesale/cmp/redesign.html, inciude:

CR origination processes for Qwest and CLEC OSS Interface CRs
Introduction of a New OSS Interface

Changes to an Existing OSS Interface

Retirement of an OSS Interface.

o @ @

Qwest and the CLECs have agreed to implement these processes coincidentally with the
implementation of the IMA 10.0 release in June 2002. Qwest and the CLECs will
continue to coliaboratively monitor and refine these processes through CMP.

Qwest and the CLECs are currently negotiating the Qwest Proposed Prioritization
Language to document a process that will ensure that CLECs will have an opportunity to
rank CLEC and Qwest submitted CRs. The Redesign Team is also negotiating provisions
within the Qwest Proposed Prioritization Language to allow CLECS to prioritize
Regulatory and Industry Guideline CRs, provided that the prioritization of these does not
cause them to miss their mandated implementation dates. This language is scheduled for
discussion at the January 22, 2002 CMP Re-design Meeting. Additionally, the Re-
Design team continues to work toward collaboratively, and formally, addressing the
definition of major and point releases.

To ensure that these agreed to processes are implemented quickly and effectively, Qwest
is developing internal CMP training that is mandatory for Qwest IT personnel! who work
with systems that impact the CLECs.

KPMG Consulting’s First Response (01/06/02):

KPMG Consulting reviewed Qwest’s response and identified the following issues:

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design
Framework that indicates and explains how Qwest-initiated point-release changes
are subject to the prioritization process. It is unclear how much information
Qwest communicates to CLECs about point-release changes, and how Qwest

02/19/2002
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systematically identifies all CLEC-impacting changes and submits them for
CLEC voting, as part of the prioritization process.

2. KPMG Consulting requests that Qwest provide related documentation for
validation and verification of CMP training for Qwest IT personnel.

Qwest Response to KPMG Comments (01/14/02):

The following response addresses the two issues raised by KPMG in their response dated
January 6", 2002. KPMG'’s issues have been replicated in ffalics for ease of reading.

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design Framework
that indicates and explains how Qwest-initiated point-release changes are subject to
the prioritization process. It is unclear how much information Qwest communicates
to CLECs about point-release changes, and how Qwest systematically identifies all
CLEC-impacting changes and submits them for CLEC voting, as part of the
priovritization process.

Upon further review, Qwest has determined that the Master Redline document does
not address the point release issues identified by KPMG in this observation. This is
because Qwest and the CLECs have not yet agreed to the prioritization language that
will be included in the Master Redline document. The CLECs and Qwest should
finalize the prioritization language during the next CMP Redesign Meeting scheduled
for January 22-24, 2002.

Point Releases were discussed in the October 30™, 2001 CMP Redesign Meeting.
During that session, Jeff Thompson (Qwest IT) defined a point release as foliows: “a
point release is a Qwest release that has no impact to CLEC code on the interface
(excluding previously disclosed changes) and could include a fix for bugs introduced
in the major release.” He further explained that “a point release could be changing
something in the GUI only, or implementing a code change Qwest had included in the
release but that had not been activated in the major release.” (CMP Re-Design
Meeting October 30 - November 1 Final Minutes - 11-30-01, page 3, paragraph 2,
http://www.qwest.com/wholesale/downloads/2001/01 1 130/CMP Redesign Meeting
Oct_30-31 Nov_1 Final Minutes.doc) Qwest and the CLEC community have
agreed that “Point Release(s] may not be CLEC code impacting, but may affect CLEC
operating procedures. The purpose of a point release is to fix bugs introduced in
previous releases, implement technical changes, make changes to the GUI, and
deliver enhancements disclosed for a prior major release that could not be delivered
in the timeframe of that release.” (Qwest Proposed TERMS Language - 11-30-01,
http://www.qwest.com/wholesale/downloads/2001/01 1206/Qwest_Proposed_TERMS
_Language-11-30-01.doc)

02/19/2002
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Qwest communicates all changes impacting the CLEC community via the defined
CMP procedures. If a point release does not contain changes that impact the CLEC
code it may not go through the CMP. However, all point releases will comply with
the standard IT notification requirements. Although the CMP is now being redefined,
CLEC notification currently includes 1) discussion of the change during the regularly
scheduled CMP meetings and 2) publication of the changes in the release notes.
Qwest will comply with all approved modifications to CMP notification
requirements.

Qwest and the CLEC community have had and continue to have an ongoing dialogue
regarding what constitutes a CLEC-impacting change. It is anticipated that a
common understanding will be reached through the CMP Redesign.

2. KPMG Consulting requests that Qwest provide related documentation for validation
and verification of CMP training for Qwest IT personnel.

To be submitted as a confidential data request attachment is a PowerPoint document
which contains the Wholesale Change Management Process (CMP) Training Module
1. To date, 9232 Qwest employees and contractors have taken part in this training.
Of those having taken part in the training, 1342 are members of the IT staff.
Additional training is under development and will be provided as the CMP Re-design
progresses.

Attachment(s): Confidential DR to be filed
KPMG Consulting’s Second Response (01/24/02):

KPMG Consulting confirms that it received the referenced PowerPoint document, which
contains Wholesale CMP Training Module 1 used to train Qwest IT personnel. KPMG
Consulting reviewed the document, and found that it contains a high-level overview of
CMP. Based on information from this document, and from Qwest’s January 14, 2002
response, KPMG Consulting understands that Qwest is committed to continuing to
update and develop CMP training for its employees in the future.

KPMG Consulting reviewed Qwest’s response, and understands that point release
changes are not necessarily subject to the CR prioritization process. Nevertheless, the
following issues, which were identified in KPMG Consuiting’s First Response, dated
January 6, 2002, remain unresolved:

e The amount of information that Qwest communicates to CLECs about point-
release changes;
The notification intervals for point-release changes; and

¢ The process by which Qwest systematically identifies all CLEC-impacting
changes.

02/19/2002
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KPMG Consulting introduced two examples in this Observation to illustrate that the
changes in question had, or would have had, a material impact on the CLECs’ ability to
process orders. This appeared to conflict with the Qwest-provided definition of point
releases, which states that they concern changes that only apply to back-end interface
systems and should not affect CLEC’s ability to process orders.

KPMG Consulting attended the Change Management Process Re-design meetings on
January 22 and 23, 2002. KPMG Consulting will continue to gather information related

to point release changes from future Re-design sessions.

KPMG Consulting recommends that this Observation remain open pending
resolution of the above issues.

Attachment(s): None

% During a KPMG Consulting interview on September 25, 2001, Mark Routh, then CMP (Systems)
Manager, stated that, “Point release changes add functionality disclosed in major releases but only concern
back-end systems.” This definition 1s consistent with subsequent Qwest descriptions of point releases
during CMP Redesign meetings.

02/19/2002
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Test Vendor ID: EXP 3093

Owest Internal Tracking ID: T1763

Observation/Exception Title: Lacking Processes for Document Management
Test Type/Domain: Test 23 - Change Management

Date Qwest Received: 12/12/2001

Initial Response Date: 12/19/2001

Supplemental Response Date: 02/05/2002

Test Incident Summary:

An exception has been identified as a result of the test activities associated with the Change Management
Test, MTP Test 23.

Exception:

Qwest lacks uniform standards and processes for document management. Qwest has provided, to CLECs,
documents in which one or more fundamental items of reference, such as the author, business unit, release
date, page numbers, version control, assumptions, and change logs, is absent.

Background:

Qwest uses text documents, spreadsheets, presentations, and Web sites to dissentinate information about
existing and planned wholesale products and services, such as business processes, technical specifications,
release schedules, notification intervals, training opportunities, and meeting events. Such CLEC-impacting
information js time sensitive and critical 10 CLECs for establishing, maintaining, and improving business
operations.

The Qwest Change Management Process (CMP)! states as one of its key elements “Consistent
documentation and tracking of changes and change notifications.””” In addition, the document states, *CMP
will improve and facilitate communication between CLECs and Qwest by supporting [...] consistent
documentation and tracking of Change Requests (CR) and Release Notification (RN).”® Furthermore, the
CMP defines the sub-process, “Manage Documentation,” as follows: “Activities invelve the creation and
improvement of documents including logs, forms, and process descriptions.”

Issues

Qwest lacks uniform standards and processes for document management, KPMG Consulting found that the
Change Management Process (CMP} does not include established processes to ensure that documents
distributed to CLECs have uniform standards, and that a process for maintaining and updating
documentation is in place. As part of the CMP Verification and Validation Review (Test 23), KPMG

! Change Management Process (CMP) document, dated May 11, 2001, is available at

http://www.qwest.com/wholesale/downloads/2001/010514/CMP_Document_051401.doc
? Executive Summary section of the CMP document, page XX.

> Section 3, Page 3 of the CMP document.

* Section 3.2, Page 5 of the CMP document

Exception 3093 Qwest Response_02_05_02.doc2/19/2002 - 12:12 PM
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Consulting reviewed Qwest documents for the existence of documentation management standards, and
found that a number of the documents lack fundamental items of reference, such as the author, business
unit, release date, page numbers, version control, assumptions, and change logs (see Appendix A for

details).

Impact:

The lack of documentation management standards and processes may create difficulties for CLECs, such

as:

i
Absence of author and/or issued by information

CLECs are unable to identify the proper contact
petson(s) within Qwest to address issues related
to documentation errors and/or updates.

Absence of relevant Qwest business unit(s) and/or
department(s)

CLECs are unable to assess changes and design
training.

Absence of release and/or effective date(s)

CLEC:s are unable to schedule training, prepare -
systems, understand when changes go into effect,
and comply with Qwest practices.

Absence of page numbers

Readers lack references to content.

Absence of version control and/or release history

Time-consuming and labor-intensive process for
CLECs to manage changes.

Absence of applicability information and/or
assumptions

Difficult 1o understand relevance and pre-
requisites, Lack of clarity and increased
possibility of errors.

Absence of change log and/or “change tracker”
information

Time-consuming and labor-intensive process for
CLEC:s to identify and apply changes.

The absence of consistent document management makes it difficult for the CLEC to identify changes,
implement training, update systems, and comply with Qwest practices, possibly resulting in negative
impact on CLEC business operations and profitability. It is both time-consuming and potentially error-
causing for CLECs to manually compare different versions of the same document, to identify changes to
Qwest wholesale systems, products, and processes. Furthermore, CLECs may need additional resources to
validate Qwest documentation, thereby increasing operating cost.

Exception 3093 Qwest Response_02_05_02.doc2/19/2002 - 12:12 PM
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Appendix A

Data Points

KPMG Consulting analyzed a random sample of 16 publicly available Qwest documents for documentation
management practices. The data points included in this test sample are as follows:

Qwest Service Interval Guide for Resale and Interconnection Services’
Owest Service Interval for Access Services®

Owest Getting Started as a CLEC’

Qwest Billing Percentage Development Worksheet®

Qwest Competitive Local Service Schedule’

QOwest New Customer Questionnaire'®

Qwest Customer Information and Media Provisioning (EDATA M
Qwest Fiber Data Reports User Guide'

Qwest Central Office Space, Power & DS3 Denial Report”

O P NG U =

Document htip:/www.gwest. com/wholesale/downloads/2001/011203/81G Interconnection 120301 .pdf
moved fram http://www.qwest.com/wholesale/downloads/2001/011102/SIG_Interconnectionl 10201.doc
 Document htip://www.qwest.com/wholesale/downloads/2000/001031/SIGAccess |03100.pdf moved from
http:/www.qwest.convywholesale/downloads/2000/001031/S¥GAccess 103 100.doc
7 Document htip://www.gwest.com/wholesate/downloads/2001/011203/CLECCheck120401.doc  moved
from hitp://www gwest.com/wholesale/downloads/2001/011018/CLECCheck101901.doc
¥ Document hitp/www.qwest.com/wholesale/downloads/2000/billing_percentage.pdf moved from
http://www.qwest.com/wholesale/downloads/2000/billing percentage.doc
® Document Qwest Utility Code U-5335-T Regulations, Terms, Conditions, Rates and Charges applying to
Commamnications Services within the State of California
hetp://ariffs.uswest.com:8000/docs/TARIFES /California/QCC_AST/ICA QCC AST seclp001ip0i0.pdf#y
SW-TQC000003
Y Document hitp://www.gwest.com/wholesale/downloads/2001/011002/Customer_Questionnaire _v17.doc
moved from hup:/fwww.gwest.comiwholesale/downloads/2001/01 1022/Customer_Questionnaire v17 10-
19-01.dot
' Document http://www.gwest.com/wholesale/downloads/2001/01 1108/EDATA _Userguide _61.pdf moved
]fgom hitp://www . qwest.com/wholesale/downloads/2001/010709/EDATA Userguide_6.doc

Document
http:/fwww.gwest.com/whaolesale/downloads/2001/011204/ACCESSINGFIBERDATAREPORTS.pdf
moved from
http:/iwww qwest.conywholesale/downloads/2001 /010801 / ACCESSINGFIBERDATAREPORTS. doc
" Spreadsheet  http://www,qwest.com/wholesale/downloads/2001/0] 1 129/SpageDenialSpreadsheetV2-
0112101.xis moved from
http:/fwww gwest.comfwholesale/downloads/2001/011101/Space Denial SpreadsheetV2-0_103101.x]s

Exception 3093 Qwest Response_02_05_02.doc2/19/2002 - 12:12 PM
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10. Qwest Technical Document Primary Rate ISDN Service'

11. Owesr Customer Electronic Maintenance & Repair (CEMR) User’s Guide”
12. Qwest IMA Data Document for the Stand Alone Test Environment (SATE)'®
13. Qwest Co-Provider Change Request Form Instructions Co-Provider'”

14. Qwest Summary Change Management Process (CMP) Product/ Process %
15. Qwest Held, Escalated & Expedited Tool (HEET) Job Aid"

16. Qwest 12-Month Targeted OSS Interface Release Schedule™

Criteria

For the purpose of this test, KPMG Consulting applied the following document management standards to
assess whether Qwest's CMP documents provided a consistent and clearly defined Jevel of information:

Existence of author and/or issuer information;

Existence of relevant Qwest business unit(s) and/or department(s);
Existence of release date and/or effective date information;
Existence of page numbers;

Existence of version control and/or release history;

Existence of applicability information and/or assumptions; and
Existence of change log and/or “change tracker”® information.

" Document moved from http://iwww.qwest.com/wholesale/downloads/2001/01 1013/774001ssue A .pdf

> Document http://www.qwest.com/wholesale/downloads/2001/010829/01-Cover Page525.doc

1 Document hitp//www.qwest.com/wholesale/downloads/2001/011128/DataDocument V8.07.doc moved
from http://www qwest.com/wholesale/downloads/2001/011102/Data Document_ V_8 05 103101.doc

"7 Document htp://www.qwest.com/wholesale/downloads/2001/011120/CR_Form _11-02-01_rev9_ro.doc
moved from htip://www.qwest.com/wholesale/downloads/200]1/010313/Co-

Pro Change Req Form [nst 031301.doc
18

Document
hup://www,qgwest.com/wholesale/downloads/2001/01 1205/CLEC_CMP_ProductProcess Interactive Repo
1. PDE moved from hetp:ffwww.qwest.comiwholesale/downloads/2001/0) 1029/CL.EC Change Request-
ProductProcess_Summary_Report. PDF

* Document http://www.qwest.com/wholesale/downloads/2001/010921/HEETIobAid.doc

20 Presentation hitp:/fwww .qwest com/wholesale/downioads/2001/010724/1 2monthTgtOSSSched.ppt

! Feature in MS Word that is used to visualize document revisions

Exception 3093 Qwest Response_02_05_02.d0c2/19/2002 - 12:12 PM
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Findings

KPMG Consulling found that a number of documents did not comply with the above documentation
standards. Of the 16 documents sampled, only two satisfied all requirements: the Qwest Competitive Local
Service Schedule (#5) and Qwest Customer Electronic Maintenance & Repair (CEMR) User’s Guide (#11).
The table below summarizes the results of this documentation analysis.

-<
ZEnR

N N Y(1) N N
Interconnection Services
SIG for Access Services N N Y() Y N N N
Getting Started asa CLEC | N N Y(1) Y N N N
Billing Percentage N N Y Y N N N
Development Worksheet
Qwest Tariffs Y Y Y Y Y Y Y
Qwest New Customer N N Y(D) Y Y N N
Questionnaire
Customer Information and | Y Y Y Y Y Y N
Media Provisioning
(EDATA)
Qwest Fiber Data Reports | Y Y Y Y Y Y N
User Guide
Qwest Central Office N N Y(1) N N N N
Space, Power & DS3
Denial Report
Qwest Technical Y Y Y Y Y(2) Y N
Document Primary Rate
ISDN Service
Customer Electronic Y Y Y N Y Y Y

Maintenance & Repair
(CEMR) User’s Guide

Qwest IMA Data Y Y Y(1) Y Y Y N
Document for the Stand
Alone Test Environment
(SATE)

Co-Provider Change Y Y Y(1) N N N N
Request Form Instructions

Summary Change N N Y Y N N N
Management Process
(CMP) Product/ Process

Held, Escalated & N N Y N N N N
Expedited Tool (HEET)
Job Aid

Qwest 12-Month Targeted | N N Y Y N N N
0SS Interface Release
Schedule

Legend:
Y — Yes, attribute identified
N - No, attribute not present
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ROC Observation & Exception Formal Response

(1) Document date in filename only22
(2) Document is simultaneously marked “Final Draft” and “Issue A”%

QOwest Formal Response:

Based upon CLEC-Qwest processes agreed to in CMP Redesign for managing PCAT and Tech Pub
documentation, Qwest is in the process of developing documentation control methodologies that can be
implemented for all CLEC documentation. All documentation applicable to CLECs will follow these
processes as soon as they are implemented. These processes will be in place and communicated to the
CLECs no later than January 31, 2002.

KPMG Comments (01/07/02):

KPMG Consulting reviewed Qwest’s response, and is aware of Qwest’s effort to develop a documentation
control process for all documents utilized by CLECs, including, but not limited to, PCAT and Tech Pub
documentation. KPMG Consulting will conduct retesting after Qwest has implemented the referenced
documentation control process, and requests that Qwest provide related process documentation after it
becomes available, KPMG Consulting will then evaluate the process and documentation, relative to the
document management issues raised in this Exception.

KPMG Consulting recommends that this Exception remain open pending retesting, following Qwest’s
implementation of the documentation control process, and delivery of related process documentation.

Qwest Response to KPMG Comments (02/05/02):

Qwest has determined that the magnitude of this new documentation control process effort is greater than
initially anticipated and involves the coordination of IT and Network groups in addition to Wholesale.
Qwest is in the process of coordinating and completing this effort by February 22, 2002. By that date
Qwest will provide to KPMG internal guidelines developed to address the seven concerns listed in the
Criteria Section of this exception, and confirmation that all appropriate employees have been trained to
follow these new guidelines.

Attachment(s): None

% Refer (o footnotes number 5 through 20 in this document
* Final Draft and Issue A are a combination of terms that may be misleading if readers presume that the
document is to be updated.
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EXCEPTION 3094 - SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 7, 2002
Second Response Date: February 12, 2002

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23.

Exception:

Qwest did not adhere to its established change management process for notifying
CLEC:s about a proposed change, and allowing input from all interested parties.

Background:

The Qwest Product/Process Change Management Process (CMP) is the method used by
both Qwest and CLECs to introduce and implement changes to Qwest wholesale products
and business processes. The Qwest CMP managers are responsible for the administration
of Change Requests (CRs) and Notifications, including changes to, and updates of,
relevant Qwest documentation. The Qwest Subject Matter Experts (SMEs) are
responsible for the products and processes associated with proposed changes.

KPMG Consulting observed an instance in which Qwest did not provide CLECs with
complete information about, and a reasonable interval for, a CLEC-impacting CR. On
October 17, 2001 Qwest informed CLECs of a Qwest-initiated Process CR PC100101-5
“Clarification of additional testing process” (see Attachment A), which was scheduled for
implementation on November 19, 2001'. At a follow-up meeting on October 31, 2001,
CLEC:s reported to Qwest that the CR would affect their business operations, and that
Qwest did not provide adequate information about this CR to answer the following
questions:

e Regulatory: CLECs requested that Qwest investigate whether or not the proposed
CR would comply with Qwest’s legal obligations, such as SGATSs and
Interconnection Agreements;

e Products: CLECs requested that Qwest provide a list of all products affected by
this CR. At the follow-up meeting, Qwest was unsure if the CR would affect line-
shared loops; and

e Documentation: CLECs requested that Qwest include the precise wording of the
affected Product Catalogue (PCAT) in the CR. In the CR, Qwest provided
limited text to describe the new process, and how the changes would affect
CLECs.

" Information about this CR and supporting documentation (process documentation, process presentation,
and Question & Answers) may be found at hitp://www.qwest.com/wholesale/cmp/changerequest.huml.

02/18/2002
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EXCEPTION 3094 —- SECOND RESPONSE
Qwest OSS Evaluation

In order to respond to the remaining CLEC inquiries, Qwest scheduled a follow-up
meeting on November 26, 2001, and delayed the scheduled implementation until
December 1, 2001.

During CMP Redesign meetings, at least three CLECs made an attempt to halt the
implementation date and escalate this CR. Qwest implemented CR PC100101-5 on
December 1, 2001, and distributed a notification on December 3, 20012,

The event timeline for the CR that is the subject of this Exception is as follows:

10/17/20 | Qwest presented change request (CR) PC100101-5
01 "Clarification of additional testing process” at the monthly
Change Management meeting.

10/31/20 | Follow-up meeting held — Intended for Qwest to clarify

0l outstanding issues.

11/26/20 | Follow-up meeting held — Qwest answered some of the
01 questtons from CLECs.

12/01/20 | Scheduled process implementation date

01

12/04/20 | Qwest notification about update applied to CEMR User
01 Guide.

CLECs issue written statement requesting a status update, and
that Qwest immediately stop implementation of this CR.

Issue:

KPMG Consulting observed the following issues related to CR PC100101-5:

e Qwest, through the CMP, did not provide adequate information to CLECs about a

significant CLEC-impacting process change;

¢ Once Qwest had answered some of the important regulatory, product, and

documentation questions, Qwest allowed only four (4) business days for CLECs

to prepare for the proposed change3;

o Qwest, through the CMP, did not respond to input from all interested parties; a
number of CLECs objected to Qwest’s implementation of this change and
requested its immediate suspension.

? Qwest notification titled “Documentation: CEMR: User's Guide Updated: 12/03/01.”

* At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal

and regulatory aspects of this CR.

02/19/2002
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EXCEPTION 3094 —- SECOND RESPONSE
Qwest OSS Evaluation

o Qwest, through the CMP, did not update CR status on a timely basis;

s Qwest CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

Impact:

Qwest did not adhere to its established change management process for notifying CLECs
about proposed changes, and allowing input from all interested parties. In this instance,
Qwest’s failure to conduct thorough research prior to CR initiation necessitated follow-up
investigations that increased the length of legal, regulatory, and operational discussions,
thereby reducing the time allowed for CLECs to prepare for proposed changes. Any
changes that are implemented without close examination by all interested parties may
override Qwest’s prtor agreed upon service obligations to CLECs.

Qwest Formal Response (12/21/01):

This Exception is premised on KPMG's statement that "Qwest did not adhere to its
established change management process for notifying CLECs about proposed changes" in
processing the CR at issue. KPMG appears to assume that the process that applies to this
CR is the Interim Qwest Initiated Product/Process Change Request Initiation Process
that was developed in the CMP Redesign Sessions. CLECs have now clearly stated,
however, that they never intended for that interim process to apply to the Qwest-initiated
change at issue here.

At the time Qwest issued this CR, Qwest believed that this interim process might apply to
the testing process clarification and, therefore, in good faith, submitted a CR. However,
there was confusion between Qwest and the CLECs regarding the applicability of that
interim process. The CLECs subsequently clarified at the December 10-11, 2001
redesign session that they never intended for that interim process to only apply to
anything except changes that arose from 271 workshops or OSS testing. The interim
process, as clarified by the CLECs and agreed to by Qwest, currently calls for Qwest to
initiate CRs only for changes that alter CLEC operating procedures (as determined by
Qwest), and that are made as a result of third party test or a 271 Workshop. Therefore,
under the established change management process, Qwest was not required to submit or
process a CR for this issue in the first place. Nonetheless, even though submission of the
CR turned out not to be necessary, Qwest submitted a CR in good faith and followed the
interim process.

Qwest's responses to each of the five bullet points KPMG raises are set forth below.

KPMG Issue: Qwest, through the CMP, did not provide adequate information to CLECs
about a significant CLEC-impacting process change;,

02/19/2002
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Qwest Response:

Qwest provided information and answered CLEC questions regarding this CR by
introducing CR No. PC100101-5 to the CLEC community through the Change
Management Process (CMP). As noted above, at the time Qwest submitted this CR, it
did so based on a good faith effort to comply with the Interim Qwest Initiated
Product/Process Change Request Initiation Process. Since that time, the CLECs have
clarified that they want that process to only apply to certain changes arising from 271
workshops or OSS testing. All other Qwest initiated product/process changes will be
discussed at future Redesign sessions. At those future sessions, the nature and amount of
information that Qwest must provide regarding its product/process CRs will be defined.
Thus, Qwest provided more information than was required under existing processes by
submitting the CR to the CLECs.

Qwest’s efforts to provide information did not stop with submitting the CR. Qwest held
at least three meetings with CLECs to provide information and answer CLEC questions
relating to the CR. See Chronology of Events below.

KPMG Issue: Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for
CLECs to prepare for the proposed change’;

Qwest response:

The process for additional testing described in the CR, which was introduced on October
17, 2001, did not change from that time until the time it was fully implemented on
December 1, 2001. Thus, the CLECs had more than 6 weeks -- not only 4 days - to
prepare for the change. The chronology below outlines the key notification dates relating
to this CR.

Chronology of Events for CR Neo. PC 100101-5

10/17/01 - CMP Meeting: Qwest introduced "Description of Change" and agreed to
provide
detailed package for CLEC review. Walk through meeting to be

scheduled by

Qwest in the late October/early November 2001 time frame.
10/26/01 - Notification forwarded to the CLEC community regarding presentation of
CR in

the October 31, 2001 CMP Re-Design Meeting.

* At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal
and regulatory aspects of this CR.

02/19/2002
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Qwest OSS Evaluation

10/31/01 -

11/08/01 -

11/08/01 -

11/13/01 -

11/14/01 -

11/24/01 -

11/26/01 -

11/28/01 -

11/28/01 -

11/30/01 -

CR presented to the participating CLECs at the CMP Re-Design Meeting.
CLECs were requested to provide comments, Qwest agreed to delay
initial implementation date to address CLEC concerns.

Qwest Notification (Document No. PROD.11.08. R.00197. Mtce&Repair
Language; Subject: Update to Product Information on Maintenance and
Repair Language within EEL, UDIT, LMC and Unbundled Loop General)
transmitted to CLEC community.

PCAT Documents posted to the Qwest Wholesale CMP Document
Review website: http://www.qwest.com/wholesale/cmp/review.html.
Comments from CLEC community due in 15 calendar days (11/23/01), as
stated in “Interim External Change Management Process for Qwest
Initiated Product/Process Changes,” Version 6 — 11/26/01.

Notification transmitted to CLEC community regarding follow-up meeting
scheduled for 11/26/01.

CMP Meeting - Qwest advised CLEC community that PCAT documents
currently are available for comment.

No comments were received from the CLEC community regarding PCAT
documents posted to the Qwest Wholesale CMP Document Review
Website.

Qwest conducted a follow-up meeting with the CLEC community to
discuss any technical issues with the CR (primarily operational and testing
1ssues). Responses to questions were prepared for posting on the Qwest
Wholesale WEB page.

"Questions & Answers for Additional Testing 11/26/01" document posted
to Qwest Wholesale website
http://www.qwest.com/wholesale/cmp/changerequest.html

"Additional Testing Process Docoment - 11/09/01" and "Additional
Testing Process Presentation - 11/09/01" posted to Qwest Wholesale
website: hitp://www.qwest.com/wholesale/crnp/changerequest.html These
documents were previously posted in the Qwest Wholesale CMP Re-
Design website: hitp://www.qwest.com/wholesale/cmp/redesign.html

Qwest IT Wholesale Communicator, November 30, 2001, Document No.

SYST.11.30.01.F.02444_CEMR_UG_Update, CEMR User’s Guide
Update transmitted to Qwest Wholesale Customers

02/19/2002
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EXCEPTION 3094 — SECOND RESPONSE
Qwest OSS Evaluation

12/05/01 - Formal Escalation received from Eschelon regarding implementation of
CR.
12/06/01 - Qwest response sent acknowledging receipt of Formal Escalation from

Eschelon (PC100101-5-EQ1).

12/07/01 - KMC Telecom notified Qwest to participate in the formal escalation
initiated by Eschelon.

KPMG Issue: Qwest, through the CMP, did not respond to input from all interested
parties; a number of CLECs objected to Qwest’s implementation of this
change and requested its immediate suspension.

Qwest response:

Qwest acted on CLEC input by holding additional meetings and agreeing to delay the
original implementation date. Further, the processes that Qwest and the CLECs agreed to
use for resolving disagreements are the escalation and dispute resolution processes.
CLECs have invoked the escalation process with regard to this CR. In accordance with
that process, Qwest responded to the escalation and offered a proposed process for
resolving the CLEC concerns. Qwest will continue to abide by the agreed processes for
reso]ving the disagreements relating to this CR and hopes to reach a mutually agreeable
solution to the issues.

KPMG Issue: Qwest, through the CMP, did not update CR status on a timely basis;

Qwest response:

The CMP database is posted to the website on an “every third day” basis with updated
CR status, status history, responses, meeting minutes, etc. for all active CRs. Qwest
therefore does not understand KPMG's statement and needs additional detail regarding
the specific issue if KPMG needs a more specific response.

KPMG lssue: Qwest CR includes rate changes that are not explicitly defined to be within
the scope of CMP.

(Qwest response:

The Qwest-initiated CR at issue here does not include rate changes. The purpose of the
CR is to clarify that, if a CLEC chooses not to perform diagnostic testing to determine
whether trouble resides within the CLEC’s network, the CLEC may request that Qwest
perform that testing on the CLEC’s behalf. Under the process, a CLEC that asks Qwest
to test on the CLEC's behalf also authorizes Qwest to charge the CLEC for performing
that testing. Qwest proposed to use existing labor rates -- in CLEC interconnection

02/19/2002
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Qwest OSS Evaluation

agreements or the SGAT -- for performing the testing. Qwest also offered to enter into
an amendment to interconnection agreements to specify the rate if a CLEC preferred to
address the issue that way.

KPMG Consulting’s First Response (01/07/02):

KPMG Consulting reviewed Qwest’s response and found that the information presented
differs in several ways from KPMG Consulting’s understanding of the Interim
Product/Process CMP. Qwest stated, in October 2001, that it would submit CRs for
changes to products or processes that alter CLEC operating procedures, and that the
Interim Product/Process CMP would govern all Qwest-initiated Product/Process CRs.’
KPMG Consulting attended the October 17, 2001 Product/Process CMP Meeting, and
observed that Qwest planned to implement PC100101-5 sooner than the 45-day interval
that the interim process specifies. CLECs expressly stated that this change would be
CLEC-impacting.®

KPMG Consulting observed that, on October 31, 2001, Qwest agreed to take the
following action items:

Regulatory: Qwest would investigate whether or not the proposed CR would
comply with Qwest’s legal obligations, such as SGATs and
Interconnection Agreements;

Products: Qwest would specify the products affected by the proposed CR;

Documentation: Qwest would provide CLECs with the revised PCAT language.

At the October 31, 2001 meeting, Qwest agreed to change the implementation date from
November 19, 2001 to Decemnber 1, 2001. This change was made because Qwest
planned to address important questions related to the above three topic areas at the
follow-up meeting scheduled for November 26, 2001.

In response to CLEC objections, Qwest’s legal and change management staffs stated, on
November 29, 2001, that Qwest would investigate whether or not the implementation of
this change would be suspended. As of December 1, 2001, however, Qwest had not
provided CLECs with any status update regarding this CR. Based on information on the
Qwest CMP Web site, it was unclear if CR PC100101-5 was going to be suspended,
delayed a second time, or implemented on December 1, 2001. In response to a CLEC
inquiry regarding the issue, Qwest formally informed CLECs, on December 4, 2001, that
CR PC100101-5 had been executed on December 1, 2001, and advised the inquiring

* Qwest Corporation’s Report on the Status of Change Management Process Redesign before the Public
Utilities Commission of the State of Colorado dated October 10, 2001.

© The draft meeting minutes of the October 17, 2001 Product/Process CMP meeting were included in the
November 2001 Product/Process CMP distribution package lacated at
http://www.qwest.com/wholesale/downloads/2001/011 1 12/ProductProcessNovDistPackage?2.pdf.

02/19/2002
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CLEC, through an email response, that interested parties should escalate the issue
through the formal Change Management escalation procedure.

Based on the above events, KPMG Consulting provides a review each of the major issues
included in this Exception:

1. Following its responses to important regulatory, product, and documentation
questions, Qwest allowed only four (4) business days for CLECs to prepare for
the proposed change.

Appendix A shows that the original CR form lacked specific information about
the proposed change. As of October 31, 2001, Qwest had not provided CLECs
with details or answers that addressed important regulatory, products, and
documentation questions. In addition, KPMG Consulting observed that Qwest
had not provided CLECs with draft PCAT documentation until November 8,
2001. In the absence of the above information and/or documentation, CLECs
were unable to adequately prepare for the proposed change in advance of its
implementation. Qwest’s failure to conduct thorough research prior to initiating
the CR necessitated follow-up investigations that increased the length of legal,
regulatory, and operational discussions, thereby reducing the time aliowed for
CLEC:s to prepare for the proposed change. Based on the above observation,
KPMG Consulting respectfully disagrees with Qwest’s statement that CLECs had
“more than six weeks” to make informed decisions and adapt to the proposed
change.

2. Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change.

KPMG Consulting observed that Qwest did not provide CLECs with adequate
information in advance of the CR implementation. As shown in Appendix A, the
original CR form, which CLECs expressly stated on October 17, 2001 would
impact their business operations, lacked specific information about the proposed
change. As of October 31, 2001, Qwest had not provided CLECs with details or
answers that addressed important regulatory, product, and documentation
guestions. In addition, KPMG Consulting observed that Qwest had not provided
CLECs with draft PCAT documentation until November 8, 2001, and a follow-up
meeting did not take place until November 26, 2001, four days before the CR’s
actual implementation. Qwest’s failure to provide information necessitated
follow-up investigations that increased the length of legal, regulatory, and
operational discussions, thereby not affording CLECs adequate time to prepare
for the proposed change.

3. Qwest, through the CMP, did not respond to input from all interested parties; a
number of CLECs objected to Qwest’s implementation of this change and
requested its immediate suspension.

02/19/2002
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KPMG Consulting understands that CLECs have invoked the Escalation Process
with regard to the CR in question. Nonetheless, since Qwest did submit a CR
through the CMP, the fact that Qwest implemented the change — in spite of CLEC
objections - indicates that, within the overall CMP framework, there is a lack of
clarity between what Qwest defines as a CR, and a Qwest unilateral notification
of process change. In addition, Qwest was unable to answer all CLEC inguiries at
the additional meetings held to discuss this CR in more detail. At the November
29, 2001 meeting, it was still uncertain whether or not the change would be
implemented on December 1, 2001.

4. Qwest, through the CMP, did not update CR status on a timely basis.

Qwest distributed SYST.11.30.01.F.02444_CEMR_UG_Update at 10:39 AM
MST on December 3, 2001 (see Appendix B). On November 29, 2001, Qwest
legal and change management staff indicated that Qwest would investigate
whether or not the CR would be suspended, but did not provide CLECs with the
status update untll December 4, 2001, three days after the change had gone into
effect. As of December 1, 2001, the CR status report on the Qwest CMP Web site
did not indicate if CR PC100101-5 was suspended or implemented.

5. Qwest CR includes rate changes that are not explicitly defined as within the scope
of CMP.

Qwest’s response to this issue stated that the CR, itself, did not result in rate
changes. However, the change in question is Qwest’s implementation of a new
testing process for Maintenance & Repair that results in Qwest’s unilateral
imposition of labor rates without CLEC agreement. The change potentially does
have a significant financial impact on some CLECs. KPMG Consulting is aware
that rate changes are not explicitly defined as within the scope of CMP, but would
expect all Qwest-initiated CRs to follow the defined CMP Process.

KPMG Consulting did not observe Qwest’s offer’ to enter into an amendment o
interconnection agreements. KPMG Consulting reviewed the Questions &
Answers for Additional Testing 11/26/2001 document®, and was unable to locate
information to support Qwest’s statement. Instead, KPMG Consulting observed
that Qwest repeatedly stated in meetings that the CR was a clarification of
existing requirements, thus making an amendment unnecessary. For instance, at
the October 31, 2001 meeting, one CLEC asked if Qwest had checked all existing
interconnection agreements to ensure that the CR was consistent with Qwest’s

T Qwest quote from December 21* response: “Qwest also offered 10 enter into an amendment to
interconnection agreements to specify the rate if a CLEC preferred to address the issue that way.”

8 The Questions & Answers Jor Additional Testing 11/26/200] document is located at
http:/fwww.gwest.com/wholesale/downloads/2001 /00 1128/QA  CR_PC100101-50ptTesting112601.doc.
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legal obligations. Qwest replied, “yes,” suggesting that no amendment was
necessary.

KPMG Consulting recommends that this Exception remain open pending resolution
of the above issues.

QOwest Response to KPMG Comments (01/25/02):

This Exception needs to be viewed in the unique context of the interim process for
product and process changes in the Change Management Redesign process. During the
redesign sessions, there was a misunderstanding regarding the scope of an interim
process and the status of the CMP Redesign Team's discussions regarding that process.
The redesign misunderstanding uniquely impacted the Additional Testing CR. As a
result of that misunderstanding, the Additional Testing CR was initiated pursuant to the
interim process established by the redesign team. Because of objections raised by CLECs
in the redesign sessions, the Additional Testing CR was then handled pursuant to the
process that existed before the redesign sessions began. As a result of the unique
situation caused by the redesign misunderstanding, the issues raised in this Exception do
not reflect the kind of systemic departure from procedure that is appropriately raised in an
Exception. Further, the issues raised in this Exception appear to be confused by the
inclusion of CLEC advocacy positions and/or requests in the factual recitation. The
relevant facts are set forth below.

o Qwest initiated this CR under the Interim Qwest Product/Process Change
Management Process.

As Qwest stated in its initial response, at the time Qwest issued this CR, Qwest believed
that the Interim Qwest Initiated Product/Process Change Request Initiation Process that
was developed in the CMP Redesign Sessions might apply to the testing process
clarification and, therefore, it submitted the CR. Since that time, it became apparent that
the CLECs and Qwest had different understandings regarding the scope of the interim
process. The CLECs and Qwest have spent a great deal of time in CMP Redesign
Sessions discussing their respective positions regarding the interim process. During these
sessions it became clear that the CLECs intended that the interim process should only
apply to changes that were generated by the 271 workshops or OSS testing. Qwest
agreed to this limitation on the scope of the interim process.

These discussions are reflected in the meeting minutes for the CMP Redesign Sessions
held October 30 through November 1, 2001 (see pp. 2-3); November 13, 2001 (see p. 5);
and November 27 through November 29, 2001 (see pp. 13-15). Copies of the discussion
summaries from these minutes have been provided with this response or they may be
located at the following URL under subheading Meeting Minutes,

http://qwest.com/wholesale/cmp/redesign.html
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e (Qwest processed this CR in accordance with the interim process until it became clear
that the interim process did not apply.

The interim process requires that Qwest post its CR and related documentation to the
CMP web site, and discuss it at the CMP Monthly Forum. The CLECs may raise any
questions during the discussions and submit written comment through a mechanism on
the web site, Any issues that are not resolved can be escalated.

Qwest followed the interim process by issuing the CR, discussing it at the CMP Monthly
Forum, and posting the documentation changes on the CMP web site. Qwest also held
meetings with the CLECs in addition to the CMP Monthly Forum in which Qwest
answered CLEC questions relating to the CR. Qwest received no written comments
through the web site mechanism. Qwest responded orally and in writing to the issues the
CLECsS raised in the several meeting that were held. These actions satisfied the interim
process.

For ease of reference, a copy of the Interim Qwest Product-Process CMP document has
been provided with this response or can be located at the following URL under Redesign
Documentation, http://qwest.conywholesale/cmp/redesign.html

¢ Qwest has also complied with the existing change management process.

By December 12, 2001, when this Exception was written, it was clear that the interim
process did not apply. Thus, Qwest was not required to issue or process any CR in
accordance with that process. Because the CMP Redesign team has not agreed to any
other product/process procedures, the process that applies is the existing change
management process. Under the existing process, Qwest must only provide notice before
implementing a change (the existing process document titled Current CICMP has been
provided with this response.) Qwest has gone far beyond that simple requirement by
issuing the CR, holding several meetings to discuss the CR and answer CLEC questions,
and issuing the documentation for comment.

e The remaining issues raised in this Exception do not change the analysis set forth
above.

There are other issues raised in this Exception, such as KPMG’s statement that that there
was confusion in the November 29, 2001 CMP Redesign Session regarding whether the
CR would be implemented on December 1. The minutes for that meeting do not reflect
any such confusion. Moreover, Qwest clearly stated at the end of the conference call
held with the CLEECs on November 26, 2001 to discuss the CR that it would implement
the CR on December 1. There was no reasonable basis for any such confusion.

KPMG also points to a CLEC request for suspension of the CR. It is important to note
that neither process required Qwest to delay or cancel implementation simply because a
CLEC disagreed with or raised questions regarding Qwest’s proposed change.
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Furthermore, Qwest has reviewed the change management processes of other companies,
and no other process in the country, including processes reviewed by KPMG in other
tests, includes a requirement that the ILEC suspend a proposed change if a CLEC objects
to the change. Instead, any such issue upon which agreement could not be reached is
required to be treated in the same way under the existing change management process
and the interim product/process change management process: they are to be escalated.
That is, in fact, what happened with this CR -- Eschelon and other CLECs initiated an
escalation. This was the appropriate method for resolving any unresolved issues under
both processes.

Attachmenits:

e ROC_TI764_EXP3094_Qwest INTERIM QWEST RODUCT-PROCESS_CMP-
Revised_10-3-01_01_25_02.doc

¢ ROC_TI764_EXP3094_CMP Redesign Meeting Minutes Nov 27-29_01_25_02.doc

o ROC_TI764_EXP3094_CMP Redesign Meeting Nov 13 Final
Minutes_01_25_02.doc

e ROC_TI764_EXP3094_CMP Redesign Meeting Oct 30-31 - Nov 1 Final
Minutes_01_25_02.doc

¢ ROC_T1764_EXP3094_ Current CICMP Doc Last Revised 05-11-01_01_25_02.doc
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KPMG Consulting’s Second Response (02/12/02):

KPMG Consulting has reviewed Qwest’s January 25, 2002 response along with the
following referenced documents:

(a) Final CMP Redesign Meeting Minutes 10/30/2001 — 11/1/2001;

(b) Final CMP Redesign Meeting Minutes 11/13/2001,

(¢) Final CMP Redesign Meeting Minutes 11/27/2001 — 11/29/2001; and

(d) Interim Qwest Product/Process Change Management Process dated 10/3/2001.

In addition, KPMG Consulting reviewed other meeting minutes and materials relevant to
this Exception and available at the Qwest CMP Web site”:

(&) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 10/17/2001;
(D) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 11/14/2001;
(g) Change Management Process (CMP) Improvements — 11-26-01;

(h) Final CMP Redesign Meeting Minutes 12/10/2001 — 12/11/2001; and

(i) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 12/12/2001.

KPMG Consulting agrees with Qwest that the subject of this Exception needs to be
considered in relation to the applicability of the interim process for product and process
changes as part of the Change Management Redesign Process. Qwest has indicated, in its
previous responses, that it believes that a Qwest CR was not necessary for this process
change based on the scope and requirements of the Interim Product/Process CMP. Based
upon discussions that were held November 27 — 29, 2001 and again on December 10 ~
12, 2001, Qwest believed that the interim process applied only to changes related to Third
Party Testing and to 271 workshops.

KPMG Consulting issued this Exception following an extensive review of facts and
circumstances. In particular, KPMG Consulting published this Exception after December
1, 2001, the Qwest-scheduled implementation date for this process change, in order to
observe the complete set of circumstances, processes, and actjvities related to CR
PC100101-5. The Exception identifies a deficiency in the Change Management Process
that will result in a negative comment for one or more of the evaluation criteria in the
Final Report if left unresolved.

The specific process issues that KPMG Consulting has identified in this Exception
include:

1. Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change;

® CMP Redesign documents are posted at: http://www.qwest.com/wholesale/cmp/redesign.html

02/19/2002
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2. Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four business days for CLECS to
prepare for the proposed change'o;

3. Qwest, through the CMP, did not respond to input from all interested parties; a

number of CLECs objected to Qwest’s implementation of this change and

requested its immediate suspension;

Qwest, through the CMP, did not update the CR’s status on a timely basis;

Qwest’s CR includes rate changes that are not explicitly defined to be within the

scope of CMP.

ok

KPMG Consulting provided a detailed review of each of these discussion items in the
first response to this Exception on January 7, 2002. In its January 25, 2002 response,
Qwest raised additional concerns surrounding the unique situation for the Additional
Testing CR and for Change Management Redesign. KPMG Consulting offers additional
comments to clarify the facts and background regarding the issuance of this Exception.

»  Qwest initiated the CR under the Interim Qwest Product/Process Change
Management Process.

Qwest implemented the Interim Product/Process CMP on October 17, 2001, the same day
that Qwest first presented CR PC100101-5 for discussion with CLECs. According to the
minutes from this meeting, Qwest stated that it had intended to issue a notification
instead of a CR in order to implement the proposed change in 15 days instead of 45 days.
Qwest had brought the issue forward as a CR in good faith for CLECs to have adequate
advance review. Several CLECs stated that the proposed change would be CLEC-
impacting, and requested Qwest to provide CLECs with complete information about the
proposed change before counting days as part of the defined 45 day interval for notifying
CLEGs, for soliciting CLEC input, and for finalizing the change. Qwest later reaffirmed
that the interim process for Qwest-initiated CRs was meant for all Qwest product/process
changes that altered CLEC operating procedures'".

« Asof December 12, 2001, it was still unclear that the interim process did not
apply. KPMG Consulting’s understanding is that the interim process was in
effect during the period in question (i.e., October 17, 2001 through December 12,
2001).

Although Qwest stated on October 31, 2001 that it would delay implementation of the
CR in question on December 1, 2001 to address CLEC concerns, Qwest had not resolved
all of the regulatory, product, and documentation questions and scheduled another
follow-up meeting for November 26, 2001. Meeting minutes indicate that the discussion
about the disagreement over the interim process had not begun until November 27, 2001,
after Qwest had already scheduled implementation of CR PC100101-5. In this case,

1 At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal and
regulatory aspects of this CR.
" See Final Meeting Minutes, CMP Process Re-design, October 30 - November 1, 2001,

02/19/2002
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Qwest scheduled the change implementation date prior to making complete information
available to CLECs and receiving their comments.

Based on a review of the minutes from the three Change Management Redesign sessions
held prior to the CR’s implementation, KPMG Consulting believes that CLECs and
Qwest did not reach consensus about the degree of decision-making authority CLECs
would have in modifying or suspending Qwest-initiated CRs'%. In fact, it was in response
to the objections with this CR and the degree of input into the process that the CLECs
considered limiting the scope of the interim process in December.

KPMG Consulting does not consider meeting minutes which provide written record of

opinions and open discussion about the Change Management development to serve as a
proxy for the formalized process that was in place at the time that this change occurred.
Furthermore, there does not appear to be conclusive language in the minutes to suggest
that the Interim process did not apply as of December 1, 2001.

Qwest issued two documents that suggest the approach for Qwest-initiated process CRs
had not changed. One document lists all CMP improvements that were effective or
scheduled to be implemented as of November 26, 2001"°. The Qwest-initiated Product
and Process CR Process is cited as being implemented October — November, 2001. The
other document describes the process by which baseline elements of the redesign effort
may occur prior to the completion of the CMP redesign effort’*. The document states
that implementing baseline changes requires agreement among Core Team members and
an implementation presentation for the general CLEC community.

KPMG Consulting considers Change Management to be an essential element of ongoing
CLEC business operations and of the Qwest-CLEC business relationship. Because it
governs an 1mportant part of all CLEC interaction with Qwest, KPMG Consulting would
expect, at a minimum, that Qwest CMP would feature the following functions:

¢ Qwest notities CLECs of all CLEC-impacting changes with complete information
and sufficiently in advance of such changes;

e CMP includes the procedures through which Qwest takes into consideration the
teedback from CLECs on all proposed CLEC-impacting changes; and

e CLECs have the opportunity to modify, discuss, and escalate issues encountered
with proposed changes.

In response to this Exception, Qwest stated that it was not aware of CLEC objections to
CR 100101-5 because Qwest did not receive any written comments through the Web-
based PCAT documentation review mechanism. However, the Redesign meeting

2 Quote from Final CMP Redesign Meeting Minutes 11/13/2001: “Schuitz cited that there did not appear to be
a}greement between the CLEC community concerning the Qwest initiated product/process CR process.”

" See Appendix B: Process 1o Deploy Qwest CMP Improvements — 11-26-01.

" See Appendix C: Change Management Process (CMP) Improvements — 11-26-01.

02/19/2002
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minutes clearly demonstrate that CLECs were dissatisfied with both the change in
question and with the overall process for managing Qwest-initiated CRs. Qwest Change
Management representatives, who act as Qwest’s point of contact, were present at these
meetings. After having heard CLEC objections, none of the Qwest representatives had
advised CLECs to escalate the CR in question until December 4, 2001, three days after
implementation, thus leaving CLECs wondering if Qwest was going to respond to
CLECs by suspending the proposed change.

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of other
ILECs. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined framework of evaluation criteria. Based on Qwest’s latest
response and the current state of Product/Process CMP, at least one KPMG Consulting
evaluation criteria for Test 23 would be assessed “Not Satisfied.” KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this.
The Exception is not based on a requirement that an [LEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the fact that Qwest implemented CR PC100101-5 without
taking into consideration CLEC objections, its failure to make available complete
information sufficiently in advance of the scheduled change, as well as the subsequent
impasse'® about the process governing Qwest-initiated changes as indicative of lack of a
defined and documented change management process.

KPMG Consuiting reviewed aforementioned documents and identified that Qwest did not
adhere to the expectations of a well-formed, functioning Qwest-CLEC change
management process.

KPMG Consulting recommends that this Exception remain open pending
implementation of and observation of adherence to a complete process for Qwest-
initiated Product and Process Change Requests.

15 In response to CLEC inquiry to Judy Schultz and Laura Ford, Qwest advised Eschelon to escalate the CR in
question in an email dated December 4, 2001, at 7:13 PM.

16 KPMG Consulting observed that Qwest and CLECs were at impasse about Qwest-initiated Product/Process changes
from December 2001 to February 2002,

02/19/2002
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APPENDIX A
Co-Provider Change Request Form

Log# PCCR100101 Status: Submitted

-5
Submitted By: Debra Smith Date 10/01/01
Submitted:
Co-
Provider: Internal Ref#

Submitter:  Debra Smith, Qwest Unbundled Loop Product Manager, dssmith@gwest.com,
515-241-1206
Name, Title, and email/fax#/phone#

Proprietary for submission to Account Manager Only? Please check mark as appropriate

OYes [ONo
Title of Change:
 Clarification of Additional Testing Process ]

Area of Change Request: Please check mark as appropriate and fill out the appropriate
section below
O System O Product X Process

Interfaces Impacted: Please check mark as appropriate

O CEMR O IMA EDI 0O MEDIACC O TELIS
O EXACT O IMA GUI O Product Database 00 Wholesale Billing
O HEET O Directory Listings [J Other Interfaces
Please
describe

Description of Change:

Is new information requested in a specific screen or transaction?
| OYes [OINo
| If yes, name the screen or

transaction:

| 02/19/2002
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Products Impacted: Please check mark as appropriate and also list specific products
within product group, if applicable

[ Centrex [1 Resale
O Collocation 1 SS87
0 EEL (UNE-C) O Switched Services
O Enterprise Data 0 UDIT
Services
O LIDB [ Unbundled Loop
O LIS 0 UNE-P
O LNP 0] Wireless
[ Private Line O Other
Please describe Please describe

Known Dependencies:

L ]

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

L ]

Co-Provider Priority Level
O High O Medium 0O Low
Desired Implementation ASAP- High
Date:

Products Impacted: Please check mark all that apply (if “Other” please describe

further)
{1 LIS/Interconnection [ Collocation O UNE 0O O
Ancillary Resale
O EICT [ Physical 0 Switching O AIN
‘ . [ Transport (incl.
O Tandem Trans./TST 0O Virtual EUDIT) O DA
O DTT/Dedicated O Adjacent O Loop D.Operauon
Transport Services
0O Tandem Switching [ ICDF Collo. O UNE-P O INP/LNP
- O O
O Local Switching Other O EEL (UNE-C) Other
O
Other 0 UDK

02/19/2002
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O
Other

Description of Change:

L ]

Known Dependencies:

L ]

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

Co-Provider Priority Level
O High 0O Medium [ Low
Desired Implementation
Date:

Area Impacted: Please check mark as appropriate

O Pre-Ordering

O Ordering

O Billing

X Repair O
Other

Please describe

Description of Change:

Currently, CLECs’ are responsible for testing UNE’s prior to submitting a trouble report to
Qwest. CLECs’ are to provide test diagnostics including specific evidence that the trouble is in
the Qwest Network along with the associated Qwest circuit identification number. If the CLEC
elects not to perform the necessary UNE testing, Qwest will offer to do such testing on CLECs’
behalf. If such testing is requested by the CLEC, Qwest will perform the additional testing and
bill the CLEC the appropriate charges that are in their Interconnection agreement.

if the CLEC does not provide test diagnostics and elects not to have Qwest perform additional
testing on their behalf, Qwest will not accept a trouble report. Additional Charges may apply
when the testing determines the trouble is beyond the Loop Demarcation Point

This additional testing option is available on the Unbundled Loop Product Suite, Unbundied
Dedicated Transport (UDIT), Enhanced Extended Loop (EEL) and Loop Mux.

Products Impacted: Please check mark as appropriate and also list specific products
within product group, if applicable

02/19/2002
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O Centrex [J Resale

O Collocation O SS7

X EEL (UNE-C) O Switched Services
O Enterprise Data X UDIT

Services

O LIDB X Unbundled Loop
O LIS O UNE-P

O LNP O Wireless

3 Private Line O Other

Please describe

Known Dependencies:

Please describe

!

—

Additional Information: (e.g., attachments for business specifications and/or requirements

documents)

{

Co-Provider Priority Level
OHigh [OMedium 0O Low

Desired Implementation
Date:

Qwest Account Manager Notification

Account Notified
Manager: :
Qwest CICMP Manager Clarification 0O Yes DONo

Request
If yes, clarification request Clarification
sent: received:

Co-Provider Industry Team Clarification O Yes O No

Regquest
If yes, clarification request Clarification
sent: recetved:

Status, Evaluation and Implementation Comments:

10/01/01 — CR received by Deb Smith of Qwest
10/01/01 - CR status changed to Submitted
10/01/01 — Updated CR sent to Deb Smith

02/19/2002
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OYes [ONo
Candidate for a
Release
If yes, Release
Number:
02/18/2002
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APPENDIX B

Process to Deploy Qwest CMP Improvements— 11-26-01

As Change Management Process redesign elements (major sections of the
Master Redlined CMP Redesign framework) are discussed and baseline
language is determined, Qwest and/or a CLEC-Core Team representative may
propose to implement the baseline element. This request may occur prior to the
completion of the CMP redesign effot. The CMP Redesign Core Team shall
comply with the following process for implementing baseline changes:

» The Core Team reaches agreement to implement a given baseline
element and determines the implementation date.
¢ Qwest develops an implementation presentation for the general CLEC
community.
o The Implementation Presentation shall include:
* lLanguage from the master redlined CMP framework
«  QOther pertinent information, if applicable
= Implementation/effective date
e At the next Monthly CMP meeting, Qwest and the Re-design Core Team
will collectively present the proposed change. The Team shall seek
comments, if any, from the general CLEC community.
+ If there are no objections, Qwest shall implement the changes in
accordance with the implementation plan.
» If there are objections, the Re-design Core Team will consider the input,
and determine the appropriate course of action.

At the conclusion of the Re-design effort, the Core Team will present the Final
Master Red-Line document to the general CLEC community for review and
acceptance.

02/19/2002
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APPENDIX C

Change Management Process (CMP) Improvements - 11-26-01

Improvement Implementation Date(s)
Standard Naming Convention August 2001
Web Site Improvements October 2001
- Design
- Search Capabilities
CMP Process Improvements August — November
- CR Clarification Meetings 2001

- Meeting Distribution Package
- Meeting Minutes
- CR Tracking and Reporting Database

- CR Project Management
Escalation and Dispute Resolution Process November 2001
- Process
- Web Site
Exception Process September 2001
OSS Interface 12 Month Development View November 2001

CLEC/Qwest Initiated OSS Interface CR Process
- Process
-_Form

October — November
2001

Q,Z:

PCAT Red-Line

November 2001
Tech-Pub Red-Line October 2001
Point of Contact List October 2001
Established CMP Full Day Meetings October 2001

Prioritization of Qwest Originated OSS Interface CRs

August — November
2001

Introduction of New OSS Interface Ready when applicable
Web Tool to Support CLEC Comments on CRs November 2001
Retirement of OSS Interface Ready when applicable

Changes to an Existing OSS Application to Application
Interface

- Draft Technical Specifications Walkthrough

- CLEC Comment Cycle

- Final Technical Specifications

- CLEC Testing

Effective with IMA 10.0
Release

Changes to an Existing GUI
- Draft User Guide
- CLEC Comment Cycle
- Final User Guide

Effective with IMA 10.0
Release

02/19/2002
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OSS IMA EDI Versioning In Effect
Interface Testing Environment
-  SATE In Place
02/19/2002
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Initial Release Date (as OBS 3044): November 1, 2001
First Response Date (as OBS 3044): December 17, 2001
Initial Release Date (as EXC 3102): December 17, 2001
First Response Date (as EXC 3102): January 16, 2002
Second Response Date (as EXC 3102): February 11, 2002

Exception 3102 was initially released as Observation 3044 on November 1, 2001.
KPMG Consulting recommended on December 17, 2001 that Observation 3044 be
closed and moved to Exception 3102.

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the Change
Management Practices Verification and Validation Review, MTP Test 23.

Exception:

Qwest’s internal OSS interface change management documentation is inconsistent and
unclear.

Background:

Qwest utilizes an internal OSS change management process to manage the succession of four
major phases of wotk—to initiate, develop, deploy, and retire changes in an OSS interface, as
listed in the Change Management Process (CMP) document.! All requests for changes to
Qwest’s systems or processes, including those requests from Qwest business units and the
software release candidates originated by CLECs, necessitate the creation of a Change Request
(CR). These issues are logged into Qwest’s internal database for tracking purposes. In order to
enter change items into this database, several pieces of information are required, such as the type
of change (category), associated working project (software life cycle), severity level (importance
and scope), and priority (significance and timeframe).

As part of the relationship management process testing evaluation, KPMG Consulting reviewed
four internal Qwest documents that outline the processes for managing CRs”. The document
titles are as follows:

o Interconnect Mediated Access (IMA) Change Management Plan.’
e EDI Development Change Request (CR) Process.’

e [Interconnect Center of Excellence (ICOE) Basic Classifications of Distributed Defect
Tracking System (DDTS) CRs.’

' The CMP Document defines the processes through which CLECs submit Change Requests and received Qwest
Release Notifications. It is located at
http://www.qwest.com/wholesale/downloads/2001/010514/CMP_Document_(51401.doc.

? These documents are deemed by Qwest to be “Confidential” in nature, and as agreed upon in the MTP, specific
information regarding their contents will not be publicly revealed.

¥ Document dated January 2001, Version 1b

* Document date and version number not provided

02/19/2002
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o Interconnect Mediated Access (IMA) Process Description & Specification, Change
Request (CR) Process.®

Issues:

While the documents contain large portions of similar information, inconsistencies such as
important definitions for CR types, categories, and database fields exist. For example, there is a
variation between the number of DDTS project categories. Similarly, two documents refer to
five types of CRs, while two other documents add a sixth type.

Other findings in the documents included the following:

» The documents lack essential information (i.e. date of publication, version, author,
change log, assumptions) that may be used to reference their source and applicability.

e The codes and abbreviations are presented without clear definitions.

e The process descriptions and process flows are either missing or contain ambiguous
information. 7

» The process definitions for handling CRs and communicating prioritization changes to
stakeholders appear to be incomplete.

KPMG Consulting has provided examples of the issues revealed in this observation in a separate,
confidential document.

Questions:
1. 1s there a reason why the Qwest documents contain different information about similar
topics?
2. Which document(s) does Qwest use to represent its change management process?
3. Please describe how Qwest moves issues (i.e. bug fixes, requirement gaps, system

enhancements) relevant to CLECs through all phases of the Change Management
Process.

Qwest Formal Response to OBS 3044 (11/15/01):

This Observation was written to address inconsistencies in documentation with regards to the
handling of Change Requests. The internal documents the P-CLEC referenced are:

1. Interconnect Mediated Access Change Management Plan (IMA CMP),
2. EDI Development Change Request (CR) Process,

3. Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect Tracking
System (DDTS) CRs,

4, Interconnect Mediated Access (IMA) Process Description & Specification, Change Request

{CR) Process)

> Document dated February 28, 2001, Draft 00.05
% Document dated December 1, 2000, Version 00.03

02/19/2002
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The IMA CMP document is being enhanced and will absorb the information that was previously
contained in the IMA Basic Classifications of DDTS CRs and the Interconnect Mediated Access
(IMA) Process Description & Specification, Change Request (CR) Process) document.
Integrating these two documents into the IMA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for DDTS
usage in IMA.

The inconsistent findings that were noted in the ‘Issues’ section of this Test Incident are noted
and understood. The updated IMA CMP will focus on the following procedures:

- version control to maintain essential information

- definition of any codes and/or abbreviations

- where needed, concise process descriptions and flows will be available

- complete definitions and communication methods regarding the Change Request process
The EDI Development Change Request (CR) Process, has been re-located. This information

may now be found in Chapter 17 of the EDI Development Handbook. A cross reference to the
EDI development CR process will also be included in the IMA CMP.

1. Is there a reason why the Qwest documents contain different information about similar
topics?

Yes, these documents differ in scope, content, are written at different levels and utilized
by different groups. They also have since evolved into more comprehensive documents.

1.1.  Interconnect Mediated Access (IMA) Change Management Plan (IMA CMP)

The IMA CMP is the main source of information and reflects current change
management flow. It defines the steps to follow in the day to day administration of
change management processes. This document will be updated to reflect planned
changes to the change management flow and will remove inconsistencies mentioned in
this TI. The updated IMA CMP will contain a reference to the EDI Development CR
process, now found in Chapter 17 of the EDI Developers Handbook.

1.2. EDI Development Change Request {CR) Process

This information is now found in Chapter 17 of the EDI Developers Handbook, and will
reference the IMA CMP for a broader view of the Change Request process.

This document focuses on EDI development processes and is a subset of the IMA CMP
document that references CR categories and types.

For instance, the EDI Development CR Process references 25 CR categories, where the
IMA_CMP references 31 categories. This discrepancy is due to EDI developers using a
subset of the categories found in the IMA CMP. Different subsets exist because
development groups follow their own developmental analysis prior to handing their CRs
to the larger IMA CR process. The IMA CR process, as identified in the IMA CMP, is
then followed.

1.3.  Imterconnect Mediated Access (IMA) Basic Classifications of Distributed Defect
Tracking System (DDTS) CRs

02/19/2002
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The IMA Basic Classifications of DDTS CRs is a document currently being used in
tandem with the current version of the IMA CMP document and will be incorporated into
the IMA CMP. The IMA Basic Classifications of DDTS_CRs is scheduled to be retired
on December 1, 2001.

1.4. Interconnect Mediated Access (IMA) Process Description & Specification, Change
Request (CR) Process

This document was in a draft form in July of this year and was being used by the IMA
System Test organization. Qwest has since decided to incorporate that information into
the IMA CMP. The processes referenced in it were equivalent processes referenced in
the IMA CMP. The IMA Process Description & Specification, Change Request (CR)
Process is scheduled to be retired on December 1, 2001.

2. Which document(s) does Qwest use to represent its change management process?

Qwest IMA refers to the IMA Change Management Plan. This document is currently
being updated to reflect current change management flow. Until this document has been
completed, Qwest IMA refers to the current IMA CMP in conjunction with the

Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect
Tracking System (DDTS) CRs .

3. Please describe how Qwest moves issues (i.e., bug fixes, requirement gaps, system
enhancements) relevant to CLECs through all phases of the Change Management
Process.

The steps that CLECs employ are found at the Wholesale System web-site found at
http://www.gwest.com/wholesale/cmp/whatiscmp.html. Once the Change Request has
been initiated by the CLEC, the steps utilized by Qwest IMA are detailed in the current
version of IMA CMP (and will also be incorporated in the updated version). They are
provided below for your reference:

All bug fixes, requirement gaps and enhancements follow the same lifecycle.

1. The author / representative of the fix, requirement gap or enhancement creates a
Change Request that outlines the issue at hand.

The CR is recommended for a Release or a Patch.

Preliminary effort estimates are prepared.

The CR is fully defined.

The effort estimate to fully implement the CR is developed.

The CR is reviewed and approved to be included in:

6.1. the initial Packaging of a Release

6.2. added to a Release in Progress

6.3. deployed as a Production Patch

R

In summary, the following documents have been addressed:

1. Updated Interconnect Mediated Access Change Management Plan (IMA CMP). Since
this document reflects an internal process, it will be sent to the P-CLEC via the
Confidential Information Data Request process on December 1, 2001.

02/19/2002
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2. Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect
Tracking System (DDTS) CRs will be retired on December 1, 2001. Since this document
1s an internal document, a Notification regarding its retirement will not be published to
the CLEC community.

3. Interconnect Mediated Access (IMA) Process Description & Specification, Change
Request (CR) Process) will be retired on December 1, 2001. Since this document is an
internal document, a Notification regarding its retirement will not be published to the
CLEC community.

4. The information found in the EDI Development Chanse Reguest (CR) Process now
located in Chapter 17 of the EDI Developers Handbook. The EDI Development
Handbook is an internal document, and will be sent to the P-CLEC via the Confidential
Information Data Request process on December 1, 2001.

Owest First Supplemental Response OBS 3044 (11/29/01):

In Qwest’s previous response dated 11/15/01, the summary section stated that the updated
Interconnect Mediated Access Change Management Plan (IMA CMP) and the EDI Developers
Handbook would be sent to the P-CLEC” on December 1, 2001. Since this falls on a Saturday,
Qwest will send the document via the Confidential Information Data Request process on
Monday, December 3, 2001,

Owest Second Supplemental Response OBS 3044 (12/04/01):

Qwest indicated in the 11/15/01 response that the following documents would be retired on
12/1/01:

e Interconnect Mediated Access (IMA) Basic Classifications of Distributed Defect Tracking
System (DDTS) CRs

s Interconnect Mediated Access (IMA) Process Description & Specification, Change
Request (CR) Process)

Both documents were retired on 12/1/01. As was mentioned in the 11/15/01 response, no
notification of the retirement was issued to the CLEC community because both documents were
internal to Qwest.

In addition, Qwest indicated that two documents would be provided to KPMG via the DR
process:

o The Interconnect Mediated Access Change Management Plan (IMA CMP) will be
provided via data request CM25 by 12/4/01.

o The EDI Developers Handbook (including the EDI Development Change Reguest (CR)
Process) was provided via data request CM26 on 11/30/01.

7 This should read KPMG Consulting instead of P-CLEC.
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KPMG Consulting’s First Response to OBS 3644 (12/17/01):

KPMG Consulting reviewed Qwest’s responses, and noted the following issues with Qwest
documents:

IMA CMP

KPMG Consuiting acknowledges the enhancement of the IMA CMP to absorb the information
that was previously contained in IMA Basic Classifications of DDTS CR and the IMA Process
Description & Specification CR Process, as well as the retirement of the latter two documents.
A single and comprehensive document 1s designed to enhance Qwest’s ability to develop
uniform processes. In its formal response, Qwest stated that the observation issues were noted
and understood®. However, KPMG Consulting identified the following inconsistencies in the
latest Version 1.00 of IMA CMP, dated November 30, 2001°. For illustration purpose, we are
providing an example associated with each issue, where applicable:

1. Version control does not reflect previous version 1a and 1b'°,
2. The document lacks a change log to document the changes made since version 1b.

3. The Table of Contents reflects incorrect page number references. For example, IMA
Change Request Life Cycle starts on page 5, not on page 6, as indicated.

4. The Table of Figures references figures that do not exist. For example, the document
does not include the diagram Consolidated Change Request Flow (Figure 1.1).

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing''.

6. The document excludes essential change management process information'?,
Specifically:

¢ The document lacks complete communications methods, and omits intervals for
notifications, escalations, priortization, restoration, and documentation updates.

8 Qwest quote in 4" paragraph of formal response (see page 3 in this document).

Qwest Quote: “IMA CMP is the main source of information and reflects current change management flow. It
defines steps to follow in the day to day administration of change management processes. This document will be
updated to reflect planned changes to the change management flow and will remove inconsistenctes mentioned in
this T1".

10 Qwest quote: “The updated IMA CMP will focus on the following procedures...version control to maintain
essential information”. The latest version presented to KPMG Consulting following version 1b was version 1.00,
" Qwest quote: “The updated IMA CMP will focus on the following procedures...definition of any codes and/or
abbreviations”.

2 Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a single.
comprehensive document and become the focal point for uniform standards for the DDTS usage in IMA”,
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For example, no timeline for announcing CR prioritization or changes to a CR
status is provided'

¢ The document lacks process flows. For example, no process flow for production
support or CR prioritization is presented’*.

o The document lacks entry and exit criteria for processes.

¢ The document does not address Testing Support and changes to test
environments. For example, testing roles and responsibilities, as well as trouble
escalation procedures for testing of new interfaces or new interface releases, are
missing.

e The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

7. The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

KPMG Consulting acknowledges the current CMP re-design process, the effort that Qwest and
CLECs have instiated, and the timeline that has been established to conclude the re-design
efforts. However, KPMG Consulting cannot validate that changes were made to Qwest internal
documentation to reflect or identify issues discussed and documented in the current redline CMP
document"’,

KPMG Consulting would expect that, in order to accommodate changes in operations, and to
include points of interaction with the CLEC community, current Qwest documents include, at a
minimum, the various CLEC touch-points at which the internal OSS interface change
management process interacts with the external change management process that is undergoing
restructuring. If, as Qwest has stated, the current IMA CMP document is the main source of
information, and reflects current change management flow'®, then the following processes do not
appear to be adequately documented:

Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including intervals;

Prioritization procedures, including intervals;
Documentation Management procedures, including intervals;
Production Support procedures, including intervals;

Major release and point release procedures; and

Testing procedures, including test environments.

1 Qwest quote: “The updated IMA CMP will focus on the following procedures. . .complete definitions and
communication methods regarding the CR process”.

'* Qwest quote: “The updated IMA CMP will focus on the following procedures. .. where needed, concise process
description and flows will be provided™.

1% The current Draft CMP can be found at hitp://www gwest.com/wholesale/cmp/redesign.html under the heading
“Re-design Documentation.”

'® Qwest quote in section 1.1 of formal response (sce page 3 n this document).
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EDI Developer’s Handbook

KPMG Consulting acknowledges Qwest’s incorporation of the Development CR Process into
chapter 17 of the EDI Developer’s Handbook. A single and comprehensive document is
designed to enhance Qwest’s ability to develop uniform processes. However, the document does
not demonstrate how Qwest consistently integrates CLEC-initiated CRs with Qwest internal
CRs. Based on a review of this document, it appears that Qwest conducts the CR categorization,
prioritization, and approval processes without CLEC input.

The Qwest Change Management Process (CMP) is the process by which CLECs initiate updates
and enhancements to Qwest OSS interfaces. The process document in question, as indicated by
Qwest’s response, “is the main source of information” and “defines the steps to follow in the day
to day administration” of the Qwest internal OSS change management process. It is critical that
the internal OSS change management process be clearly documented and well formed for the
management and implementation of changes requested by CLECs. In the absence of a
framework to evalnate, categorize, and prioritize proposed changes, there is no assurance that
Qwest OSS functionalities are enhanced to consistently meet the needs of CLEC business
operations.

Attachments: None
Qwest Formal Response to EXP 3102 (12/28/01):

Qwest has provided the IMA Change Management Plan and the IMA EDI Developer’s
Handbook in response to Exception 3102. These documents define processes and procedures
internal to the Interconnect Mediated Access (IMA) system. The scope of these documents is
limited to the management of changes within IMA. All interaction between Qwest and CLECs,
including CLEC initiated Change Requests (CRs) and trouble tickets, prioritization of CRs,
communication of status, etc., is defined and managed through the Qwest Wholesale CMP and is
beyond the scope of the IMA documents in question,

Qwest will, however, address KPMG’s comments (items | through 5 and item 6, bullet points 3
and 5 above) specific to the IMA CMP.

As the issues in items 6 (bullet points 1, 2, and 4) and 7 are beyond the scope of the IMA
documents in question, Qwest will indicate the appropriate Wholesale CMP documents and
processes that address KPMG’s concerns.

IMA CMP

The following is Qwest’s response to KPMG comments specific to IMA documents. Qwest’s
response is outlined below, with KPMG’s statements 1n jtalics:

, . . 7
1. Version control does not reflect previous version 1a and 1 b

17 Qwest guote: “The updated IMA CMP will focus on the following procedures. .. version contrel to maintain
assential information”, The latest version presented to KPMG Consulting following version 1b was version 1.00.
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Qwest Response: The previous IMA CMP versions (1a and 1b) were never baselined or
approved, therefore no reference to unapproved versions are necessary in the Document History
of this new Baselined Version 01.00.00 dated November 30, 2001.

2. The document lacks a change log to document the changes made since version 1b.

Qwest Response: The previous IMA CMP versions {1a and 1b) were never baselined or
approved, therefore no reference to unapproved versions are necessary in the Document History
of this new Baselined Version 01.00.00. Subsequent changes will be logged in the Document
History on page 2.

3. The Table of Contents reflects incorrect page number references. For example, IMA
Change Request Life Cycle starts on page 5, not on page 6, as indicated.

Qwest Response: Using the “Office 97" version of MS Word to open the subject document, the
IMA Change Request Life Cycle starts on page 6, as indicated in the Table of Contents.

4.  The Table of Figures references figures that do not exist. For example, the document does
not include the diagram Consolidated Change Request Flow (Figure 1.1).

Qwest Response: All figures in the Table of Figures exist and are present in the document. In

some versions of MS Word, the Visio application requires the user to click into the area where
the imported diagram resides. Qwest will provide a separate copy of Figure 1.1 via the normal
data request process.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missinglg.

Qwest Response: These will be added to the IMA CMP, Section 8, Definition of Terms, by
January 11, 2002.

6.  The document excludes essential change management process inforrnation'9 . Specifically:
e The document lacks entry and exit criteria for processes.

Qwest Response: Entry and exit criteria are provided in documented processes. Since the IMA
CMP is a plan, it does not provide that level of detail. An example of a documented process is
the document identified as the seventh reference and titled, “System Test CR Verification
Procedure”. Qwest will provide a copy of this document via the normal data request process.

o The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

Qwest Response: DDTS is the tool used to manage change requests. The “ClearDDTS Users
Guide” is the first document indicated under References, cited in Section 8, Definition of Terms,
under “DDTS”. The “Creation and Administration of Process-related DDTS Change Requests
Process” is the fifth Reference, which is cited in Section 2.2.6 in the body of the IMA CMP.
Change requests logged in DDTS include a reference to trouble tickets where appropriate.

'® Qwest quote: “The updated IMA CMP will focus on the following procedures. ..definition of any codes and/or
abbreviations”.

¥ Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in IMA”.
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Trouble tickets are initiated by the Wholesale Systems Help Desk and managed in Problem
Change Request Management (PCRM).

7. The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

Qwest Response: These issues targeted the old, non-baselined version 1b of the IMA CMP, and
have been resolved in the new baselined IMA CMP version 01.00.00. Qwest further responds to
Item #7 in Confidential Attachment A.

The following is Qwest’s response to KPMG comments specific to the Wholesale CMP process.
Qwest’s response is outlined below, with KPMG’s statements in italics:

6.  The document excludes essential change management process information®. Specifically:
» The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided?21.

Qwest Response: The change management process is defined by Wholesale CMP process and
described in the Wholesale CMP documents “Changes To Existing OSS Interfaces” and “Qwest
Proposed CR Prioritization Language” (Attachments B and C). The Wholesale CMP process
(not the IMA Change Management Plan) defines this process.

o The document lacks process flows. For example, no process flow for production support
or CR prioritization is presented22.

Qwest Response: Qwest and the CLECs are currently negotiating the Wholesale CMP redesign.
Qwest anticipates that this effort will be completed by January 31, 2002. This date is tentative
and is dependent on satisfactory participation and cooperation of the CLECs, Qwest will
complete a Wholesale CMP Methods and Procedures document approximately 30 days after the
completed Wholesale CMP redesign. The Methods and Procedures document will include the
process flows cited by KPMG as missing.

o  The document does not address Testing Support and changes to test environments. For
example, testing roles and responsibilities, as well as trouble escalation procedures for
testing of new interfaces or new interface releases, are missing.

Qwest Response: Testing is addressed in the Wholesale CMP document “Changes To Existing
OSS Interfaces”, Section I (Attachment B).

¢  KPMG Consulting would expect that, in order to accommodate changes in operations,
and to include points of interaction with the CLEC community, current Qwest documents

0 Qwest quote: “Integrating these 1wo documents into the IMA CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in IMA”.

! Qwest quote: “The updated IMA CMP will focus on the following procedures. ..complete definitions and
communication methods regarding the CR process”.

* Qwest quote: “The updated IMA CMP will focus on the following procedures. .. where needed, concise process
description and flows will be provided”.
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include, at a minimum, the various CLEC touch-points at which the internal OSS
interface change management process interacts with the external change management
process that is undergoing restructuring. 1If, as Qwest has stated, the current IMA CMP
document is the main source of information, and reflects current change management
Slow23, then the following processes do not appear to be adequately documented:

Qwest Response: Due to the tentative process adopted in the CMP, the CMP process is the main
source of information and not the IMA CMP.

EDI Developer’s Handbook

o  KPMG Consulting acknowledges Qwest’s incorporation of the Development CR Process
into chapter 17 of the EDI Developer’s Handbook. A single and comprehensive
document is designed to enhance Qwest’s ability to develop uniform processes.
However, the document does not demonstrate how Qwest consistently integrates CLEC-
initiated CRs with Qwest internal CRs. Based on a review of this document, it appears
that Qwest conducts the CR categorization, prioritization, and approval processes
without CLEC input.

Qwest Response: The EDI Developer’s Handbook is an internal document referenced in the IMA
Change Management Plan (CMP). It is not intended to involve direct CLEC input, which occurs
at the Wholesale and IMA levels, as indicated in the Qwest Wholesale Change Management
Process, cited in the Scope of the IMA CMP and again in Section 6, OSS Supplier Change
Request (CR) Management.

Attachment(s): To be sent via the Confidential DR Process

Owest Supplemental Response (01/14/02):

Qwest committed to the following action item in the 12/28/01 response, under issue #5:

“[KPMG Comments]Definitions of certain codes and abbreviations, e.g., PCB, BAP,
SCM, PMO, FOM, and BPL, are missing®”.

[Owest Response] These will be added 1o the IMA CMP, Section 8, Definition of Terms,
by January 11, 2002.”

Qwest completed the updates to the JMA Change Management Plan on 1/7/02. Qwest will
provide KPMG the updated document via the data request process by 1/15/02 (DR # TI-777S1 -
EXP 3102).

Attachmeni(s):

KPMG Consulting First Response to E3102 (01/16/02):

KPMG Consulting reviewed Qwest’s response, along with information provided in relation to
the confidential portion of this report. KPMG Consulting’s response is comprised of two parts, a

2 Qwest quote in section 1.1 of formal response (see page 3 in this document).
# Qwest quote: “The updated IMA CMP will focus on the following procedures...definition of any codes and/or
abbreviations™.
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process review and a documentation review. The confidential portion of the documentation
review includes Attachment A, submitted to Qwest separately through the data request process.

OSS Interface Change Management Process Review

KPMG Consulting recognizes Qwest’s position that the scope of the IMA Change Management
Plan and the IMA EDI Developer’s Handbook is limited to the processes and procedures internal
to the Interconnect Mediated Access (IMA) system. Qwest draws a distinction between the
Wholesale Change Management Process (CMP) that is currently undergoing redesign, and the
internal processes that are used to manage IMA changes within Qwest. Qwest identified the
specific issues (four of the eleven total) raised in KPMG Consulting’s first response that it
considers out of scope for the IMA CMP document. Qwest did, however, provide a response to
all of KPMG Consulting’s comments.

Alihough KPMG Consulting agrees that the internal process is not the main focus of the OSS
Change Management Test , it contends that the test scope should include an analysis of how
Qwest formally applies changes to OSS interfaces, including IMA for EDI and GUL By
definition, the management of changes to IMA involves the Change Management Process.
KPMG Consulting does not agree that the two change processes (i.e., internal and external) can
be considered independently, but instead maintains that they should be adequately integrated and
include consistent sub-processes.

The January 17, 2002 Systems CMP Team Meeting Distribution Package® contains references

" to multiple IMA Change Requests initiated by CLECs and Qwest. IMA continues to be the

primary vehicle or interface system by which CLECs submit their pre-orders and orders to
Qwest. Therefore, KPMG Consulting belicves that the adequacy of the methods by which
Qwest’s internal process is documented and operated, especially within the context of both
CLEC-initiated and Qwest-initiated changes, has direct relevance to how these changes are
managed for the external, Wholesale CMP. The nature of KPMG Consulting’s end-to-end
testing is such that it does, at times, requite a review of business processes internal to Qwest, but
impacting to certain wholesale processes, such as Change Management.

If, as Qwest has stated, the current IMA CMP document is the “main source of information,” and
reflects current change management flow*®,” KPMG Consulting contends that the following

processes remain inadequately documented:

a. Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including intervals;

Prioritization procedures, including intervals;
Documentation Management procedures, including intervals;
Production Support procedures, including intervals;

oo o

5 Available at Qwest Wholesale Web site at the following URL:
hitp:/fwww.qwest.com/wholesale/downloads/2002/0201 1 1 /ProductProcesslanDistPackage . pdf

% Qwest quote in section 1.1of formal response (see page 3 of this document).
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g. Major release and point release procedures; and
h. Testing procedures, including test environments.

IMA CMP Documentation Review
1. Version control does not reflect previous version 1a and 1b.”’

In its November 15, 2001 response, Qwest indicated that the JIMA CMP document was to be
enhanced, and would focus on version control to maintain essential information. In its December
28, 2001 response, Qwest stated that the JIMA CMP versions (1a and 1b) had not been base-lined
or approved and, therefore, would require no updates to the Document History. KPMG
Consulting requests that Qwest provide a description of the steps taken to ensure document
management controls for non base-lined and unapproved versions of IMA CMP, if such sub-
processes exist, This request notwithstanding, KPMG Consulting maintains that this example
represents a relatively insignificant problem related to documentation. As part of its retest,
KPMG Consulting will review Qwest’s January 15, 2002 version of the IMA CMP for version
control.

2. The document lacks a change log to document the changes made since version 1b.

In 1ts response, Qwest stated that the previous IMA CMP versions (1a and 1b) had not been base-
lined or approved. KPMG Consulting would expect that future IMA documents clearly indicate
whether or not they have been approved as official baselined documents.

3. The Table of Contents reflects incorrect page number references. For example,
IMA Change Request Life Cycle starts on page 5, not on page 6, as indicated.

In its response, Qwest stated that the document displayed correct page numbers with a particular
version of MS Word. KPMG Consulting reviewed the revised hard copy and electronic versions
of the document, and concludes that this issue is resolved.

4. The Table of Figures references figures that do not exist. For example, the
document does not include the diagram, Consolidated Change Request Flow
(Figure 1.1).

In its response, Qwest stated that figures were present in the document, and that in some versions
of MS Word, diagrams prepared with Visio do not display correctly. KPMG Consulting
confirms receipt of Figure 1.1 on December 31, 2001, and receipt of the IMA CMP document on
January 15, 2002. KPMG Consulting has determined that flowcharts are referenced
appropriately, and can be read using Microsoft Word for Windows 2000 to view the displays.
This issue is resolved.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM,
and BPL, are missing®®.

In its response, Qwest stated that the revised IMA CMP document would include relevant
definitions for the above terms. KPMG Consulting will review the revised document for

7 Qwest quote: “The updated IMA CMP will focus on the following procedures. ..version control to maintain
essential information.” The subsequent version presented to KPMG Consulting following version 1b was version
1.00.

% Qwest quote: “The updated IMA CMP will focus on the following procedures. . .definition of any cedes and/or
abbreviations.”

02/19/2002

b - , Page 13 of 23
PBPA consutting Exception 3102 2nd Response 2-11.doc



EXCEPTION 3102 - SECOND RESPONSE
Qwest OSS Evaluation

descriptions of these and any new acronyms included in the document. (Qwest provided this
document to KPMG Consulting on January 15, 2002).

6. The document excludes essential change management process information,””
specifically:
(a) The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria are included in documented processes (e.g.,
System Test CR Verification Procedure), but not in any of the documented plans (e.g., IMA
CMP). KPMG Consulting confirms the receipt of the System Test CR Verification Procedure
document on December 31, 2001. KPMG Consulting would expect to observe consistent
definitions and levels of detail, across different document types, to support critical wholesale
functions, such as how Qwest verifies and validates change requests for further processing and
consideration. KPMG Consulting will review the System Test CR Verification Procedure
document, along with the revised IMA CMP document, for entry and exit criteria..

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

In its response, Qwest stated that DDTS is the too! used to manage change requests. The DDTS
tool is documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest
uses PCRM, which is documented in PCRM Description document (DR [D147). KPMG
Consulting requests that Qwest provide updated documentation for both applications (DDTS and
PCRM) that document the processes, roles and responsibilities, and the manner in which the
applications support CLECs. KPMG Consulting requests documentation that defines how Qwest
processes (for Change Request Management and Trouble Ticket Management) support the
integration of the Wholesale CMP with the Wholesale System Help Desk (WSHD) and other
CLEC touch-points within the Qwest organization. Such documentation might include current
process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

(¢) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided. ™

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved by
CLECs and implemented within Qwest.

(d) The document lacks process flows. For example, no process flow for production
support or CR prioritization is presented.’

¥ Qwest quote: “Integrating these two documents into the IMA CMP will result in the ability to reference a single,
comprehensm. document and become the focal point for uniform standards for the DDTS usage in IMA.”

% Qwest quote: “The updated IMA CMP will focus on the following procedures...complete definitions and
commumcauon methods regarding the CR process.”

* Qwest quote: “The updated IMA CMP will focus on the following procedures...where needed, concise process
description and flows will be provided.”
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In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures
document within one month after the completion of CMP Redesign, and that the redesign effort
1s anticipated to be completed by January 31, 2002. KPMG Consulting understands that redesign
meetings are scheduled at Jeast through April 2002, but will review the Wholesale CMP Methods
and Procedures document when it becomes available.

(e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.

In 1ts response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved by
CLECs and implemented within Qwest. This issue remains open until the above processes and
procedures can be fully tested.

7. The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest
neither responded to these issues, nor incorporated document revisions to address
them,

Refer to confidential Attachment A for KPMG Consulting comments related to the
documentation review.

EDI Developer’s Handbook Document Review

In its response, Qwest stated that the EDI Developer's Handbook is an internal document,
referenced in the IMA CMP, which does not involve direct CLEC input. This, according to
Qwest, occurs at the Wholesale CMP and IMA CMP levels. Although KPMG Consulting
recognizes the purpose of the referenced handbook, it requests that Qwest demonstrate and
document the steps taken to ensure that Qwest-initiated, CLEC-impacting CRs are visible to
CLECGs. Likewise, Qwest has not yet provided a full description of the framework that Qwest
uses internally to apply changes to the IMA interface with CLEC input. For example, CLEC
input is required during CR prioritization and CR packaging for IMA releases. Qwest and
CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.

KPMG Consulting requests that Qwest submit the revised EDI Developer’s Handbook document
for review. This issue is unresolved.

KPMG Consulting recommends that Exception 3102 remain open pending resolution of the
issues identified above, as well as those identified in Attachment A,

Attachment(s): A (confidential)

Qwest Response to KPMG Comments to EXP 3102 (01/25/02):

Qwest reviewed KPMG Consulting’s 01/16/02 response to Exception 3102. Qwest’s response is
outlined below, with KPMG’s statements in italics:
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OSS Interface Change Management Process Review

If, as Qwest has stated, the current IMA CMP document is the “main source of information,”
and reflects current change management flow,” KPMG Consulting contends that the following
processes remain inadequately documented:

Notification procedures, including intervals;

Escalation procedures, including intervals;

Restoration procedures, including intervals;

Prioritization procedures, including intervals;
Documentation Management procedures, including intervals;
Production Support procedures, including intervals;

Major release and point release procedures; and

Testing procedures, including test environments.

T The A o

Qwest Response: As an initial matter, Qwest wishes to clarify a possible misunderstanding. In
the comments above, KPMG Consulting referenced the statement made in Qwest’s 11/15/01
formal response, “The IMA CMP document is the main source of information and reflects
current change management flow™. This statement was made in response to questions about four
specific IMA documents. In its 12/17/01 response, KPMG Consulting discussed interaction with
the CLEC community and CLEC touch points and questioned adequate documentation of the
eight processes above. In the context of change management as it relates to CLECs, it is the
external Wholesale CMP and not the internal IMA CMP that defines Qwest’s processes for
supporting CLECs.

Second, to address concerns identified in KPMG’s “OSS Change Management Interface Process
Review”, Qwest stresses that the external Wholesale CMP drives Qwest’s internal system
processes. Thus, internal documentation that integrates Qwest’s internal processes with external
CMP processes is dependent, to a large extent, on the external CMP documentation being in
place. As KPMG is aware, the external systems CMP Redesign will soon be complete. Since
KPMG Consulting would like Qwest to demonstrate a documented integration of external
(CLEC facing) and internal change management processes, Qwest will provide a document to
KPMG Consulting that defines the existing integration of external and internal processes by
February 7, 2002,

IMA CMP Documentation Review
1. Version control does not reflect previous version la and 1b.

In its November 15, 2001 response, Qwest indicated that the IMA CMP document was to be
enhanced, and would focus on version control to maintain essential information. In its
December 28, 2001 response, Qwest stated that the IMA CMP versions (1a and 1b) had not been
base-lined or approved and, therefore, would require no updates to the Document History.
KPMG Consulting requests that Qwest provide a description of the steps taken 10 ensure
document management controls for non base-lined and unapproved versions of IMA CMP, if
such sub-processes exist. This request notwithstanding, KPMG Consulting maintains that this
example represents a relatively insignificant problem related to documentation. As part of its
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retest, KPMG Consulting will review Qwest’s January 15, 2002 version of the IMA CMP for
version control.

Qwest Response: Working documents, prior to baselining, are version controlled in the IMA
Document Repository, located on the local area network. Working documents contain a
document change log, which records the revision history. Once the document is baselined, the
revision history of the working document is deleted.

2. The document lacks a change log to document the changes made since version 1b.

In its response, Qwest stated that the previous IMA CMP versions (1a and 1b) had not been
base-lined or approved. KPMG Consulting would expect that future IMA documents clearly
indicate whether or not they have been approved as official baselined documents.

Qwest Response: Future IMA documents will indicate whether or not they have been baselined
and approved.

3. The Table of Contents reflects tncorrect page number references. For example, IMA
Change Request Life Cycle starts on page 5, not on page 6, as indicated.

In its response, Qwest stated that the document displayed correct page numbers with a
particular version of MS Word. KPMG Consulting reviewed the revised hard copy and
electronic versions of the document, and concludes that this issue is resolved.

Qwest Response: No Qwest action required.

4. The Table of Figures references figures that do not exist. For example, the document
does not include the diagram, Consolidated Change Request Flow (Figure 1.1).

In its response, Qwest stated that figures were present in the document, and that in some
versions of MS Word, diagrams prepared with Visio do not display correctly. KPMG Consulting
confirms receipt of Figure 1.1 on December 31, 2001, and receipt of the IMA CMP document on
January 15, 2002. KPMG Consulting has determined that flowcharts are referenced
appropriately, and can be read using Microsoft Word for Windows 2000 to view the displays.
This issue is resolved.

Qwest Response: No Qwest action required.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing.

In its response, Qwest stated that the revised IMA CMP document would include relevant
definitions for the above terms. KPMG Consulting will review the revised document for
descriptions of these and any new acronyms included in the document. (Qwest provided this
document to KPMG Consulting on January 15, 2002),

Qwest Response: No Qwest action required.
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6. The document excludes essential change management process information, specifically:
(a) The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria are included in documented processes (e.g.,
System Test CR Verification Procedure), but not in any of the documented plans (e.g., IMA
CMP). KPMG Consulting confirms the receipt of the System Test CR Verification Procedure
document on December 31, 2001. KPMG Consulting would expect to observe consisient
definitions and levels of detail, across different document types, to support critical wholesale
functions, such as how Qwest verifies and validates change requests for further processing and
consideration. KPMG Consulting will review the System Test CR Verification Procedure
document, along with the revised IMA CMP document, for entry and exit criteria.

Qwest Response: No Qwest action required.

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

In its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS
tool is documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest
uses PCRM, which is documented in PCRM Description document (DR IDI47). KPMG
Consulting requests that Qwest provide updated documentation for both applications (DDTS and
PCRM) that document the processes, roles and responsibilities, and the manner in which the
applications support CLECs. KPMG Consulting requests documentation that defines how Qwest
processes (for Change Request Management and Trouble Ticket Management) support the
integration of the Wholesale CMP with the Wholesale System Help Desk (WSHD) and other
CLEC touch-points within the Qwest organization. Such documentation might include current
process descriptions, roles and responsibilities, and how, specifically, the application supports
QOwest in operating Change Management.

Qwest Response: Qwest will provide a response to this issue by February 7, 2002.

(¢) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
QOwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved
by CLECs and implemented within Qwest.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion
of the CMP Redesign effort is anticipated to be completed by January 24, 2002.

(d) The document lacks process flows. For example, no process flow for production
support or CR prioritization is presented.
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In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures
document within one month after the completion of CMP Redesign, and that the redesign effort is
anticipated to be completed by January 31, 2002. KPMG Consulting understands that redesign
meetings are scheduled at least through April 2002, but will review the Wholesale CMP Methods
and Procedures document when it becomes available.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systerms portion of the CMP Redesign. The systems portion of the CMP Redesign is anticipated
to be completed by January 24, 2002.

{e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved
by CLECs and implemented within Qwest. This issue remains open until the above processes
and procedures can be fully tested.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion
of the CMP Redesign effort is anticipated to be completed by January 24, 2002.

7. The document does not address the last three issues identified in the “Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

Refer to confidential Attachment A for KPMG Consulting comments related to the
documentation review.

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on
pages 12 and 16, and therefore is unable to further respond to these three issues.

EDI Developer’s Handbook Document Review

In its response, Qwest stated that the EDI Developer’s Handbook is an internal document,
referenced in the IMA CMP, which does not involve direct CLEC input. This, according to
QOwest, occurs at the Wholesale CMP and IMA CMP levels. Although KPMG Consulting
recognizes the purpose of the referenced handbook, it requests that Qwest demonstrate and
document the steps taken to ensure that Qwest-initiated, CLEC-impacting CRs are visible to
CLECs. Likewise, Qwest has not yet provided a full description of the framework that Qwest
uses internally to apply changes to the IMA interface with CLEC input. For example, CLEC
input is required during CR prioritization and CR packaging for IMA releases. Qwest and
CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.
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KPMG Consulting requests that Qwest submit the revised EDI Developer’s Handbook document
for review. This issue is unresolved.

Qwest Response: Section 6 of the IMA CMP directs IMA staff to the process for making CLEC-
impacting CRs visible to CLECs. Section 5 of the IMA CMP provides the linkage to the EDI
Developer Handbook.

Attachment(s):

QOwest Supplemental Response to KPMG Comments for EXP 3102 (02/08/02):

In the January 25, 2002 response to KPMG comments, Qwest’s response to the “OSS Interface
Change Management Process Review”, included 2 commitment to provide a document to KPMG
Consulting that defines the existing integration of external and internal processes by February 7,
2002. This document is being provided via the usnal data request process (DR no. TI-777S81).

In the January 25, 2002 response to KPMG comments, Qwest committed to respond to item 6(b)
of the “IMA CMP Documentation Review” by February 7, 2002. Qwest’s response is as
follows:

ClearDDTS is a Rational Software product. The ClearDDTS Users Guide is Rational Software
proprietary and can not be distributed by Qwest. ClearDDTS is a software enhancement and
defect tracking tool used internally by Qwest to track the status of IMA CRs. ClearDDTS is
used to support the efforts of Qwest personnel engaged in IMA development and production
support and is not meant to support Qwest’s relationship with CLECs.

In the “Proprietary Information™ section of KPMG's January 22, 2002 response to Observation
3052 (T1 676), KPMG requested that Qwest provide additional information on the PCRM
application. Qwest committed to provide this information in response to Observation 3052 (T1
676) by February 11, 2002. Qwest recommends that KPMG refer to the February 11, 2002
response to Observation 3052 (TI 676) to address the PCRM portion of item 6(b).

Attachment(s):

KPMG Consulting Second Response to E3102 (02/11/02):

As structured in previous responses to this Exception, KPMG Consulting’s response is composed
of two parts, a process review and a documentation review. KPMG Consulting sent Attachment
A for this portion of the review to Qwest on January 30, 2002. There is no confidential portion
included with this February 6, 2002 review. This Exception was the subject of discussion at an
Observation and Exception focused call held on January 31, 2002.

0SS Interface Change Management Process Review

KPMG Consulting’s position, that the internal and external change management processes are
inter-related and should therefore be integrated with consistent and documented sub-processes,
has not changed. KPMG Consulting believes that the formal management of changes applied to
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IMA EDI and IMA GUI involves the Wholesale Change Management Process, whether the
change originates internally from Qwest or externally from CLECs.

KPMG Consulting interprets Qwest’s clarification about the IMA CMP statement from a
previous response 2 to mean that this may have been a misstatement or that the original statement
may have been taken out of context. Regardless, Qwest has reiterated the point that it is the
external Wholesale CMP, and not the internal IMA CMP, that defines Qwest’s processes for
supporting CLECs. Qwest also stressed in its response that the external Wholesale CMP drives
Qwest’s internal system processes, including the IMA CMP. Thus, KPMG Consulting expects
that internal documentation such as the IMA CMP or the new integration document include
details about the sub-processes listed in reference items (a) through (h). KPMG Consulting will
review the document that defines the integration of external and internal processes when it
becomes available.

IMA CMP Documentation Review

1. Version control does not reflect previous version 1a and 1b.
Qwest Response: Working documents, prior to baselining, are version controlled in the IMA
Document Repository, located on the local area network. Working documents contain a
document change log, which records the revision history. Once the document is baselined, the
revision history of the working document is deleted.

KPMG Consulting reviewed Qwest’s January 15, 2002 version of the IMA CMP and confirms
that version control is present. This issue is resolved.

2. The document lacks a change log to document the changes made since version 1b.
Qwest Response: Future IMA documents will indicate whether or not they have been baselined
and approved.

KPMG Consulting reviewed Qwest’s January 15, 2002 version of the IMA CMP and found
versioning and baseline and approval status to be present. This issue is resolved.

3. The Table of Contents reflects incorrect page number references. For example,
IMA Change Request Life Cycle starts on page 5, not on page 6, as indicated.
This issue is resolved.
4. The Table of Figures references figures that do not exist. For example, the

document does not include the diagram, Consolidated Change Request Flow
(Figure 1.1).

This issue is resolved.

S. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM,
and BPL, are missing.

KPMG Consulting reviewed Qwest’s Janvary 15, 2002 version of the IMA CMP and found that
the document contains definitions of all referenced codes and abbreviations. This issue is
resolved.

32 “The IMA CMP document is the main source of information and reflects current change management flow”
Qwest 11/15/01 Response, Section 1.1, page 4 (of this KPMG Consulting 02-06-02 document),
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6. The document excludes essential change management process information,
specifically:
{a) The document lacks entry and exit criteria for processes.
Qwest Response: No Qwest action required.

KPMG Consulting reviewed the “System Test CR Verification Procedure’” document, along with
the revised “IMA CMP” document. The Qwest distinction between a process document and a
plan document is not apparent. The referenced process document, “System Test CR Verification
Procedure”, identifies entry and exit conditions. The plan document, “IMA CMP”, provides
similar procedural detail and instructions as the “System Test CR Verification Procedure”.
However, KPMG Consulting was unable to locate entry and exit criteria. This issue remains
unresolved.

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets.
Qwest Response: Qwest will provide a response to this issue by February 7, 2002.

KPMG Consulting will review the updated DDTS and PCRM documents upon receipt. This
issue remains unresolved.

(c) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion of
the CMP Redesign effort is anticipated to be completed by January 24, 2002.

KPMG Consulting expects that this discussion will continue during the February CMP Redesign
Workshops. The systems portion of the CMP Redesign effort was not concluded on January 24,
2002. This issue remains unresolved.

(d) The document lacks process flows. For example, no process flow for production
support or CR prioritization is presented.
QOwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systems portion of the CMP Redesign. The systems portion of the CMP Redesign is anticipated
to be completed by January 24, 2002.

KPMG Consulting will review revised Qwest documentation for process tflows after it becomes
available. This issue remains unresolved.

(e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.
Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion of
the CMP Redesign effort is anticipated to be completed by January 24, 2002.

KPMG Consulting will review revised Qwest documentation for Testing Support after it
becomes available. This issue remains unresolved.
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7. The document does not address the last three issues identified in the *“Confidential
Information” section of KPMG Consulting’s initial observation report. Qwest
neither responded to these issues, nor incorporated document revisions to address
them.

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on
pages 12 and 16, and therefore is unable to further respond to these three issues.

Inadvertently, the confidential attachment was submitted to Qwest on January 30, 2002 instead
of with the first supplemental response to Exception 3102 on January 16, 2002. KPMG
Consulting apologizes for any inconvenience this may have caused.

The status of the three issues is as follows:
{a) IMA CMP documentation issue

Issue is resolved.
(b) IMA CMP process and consistency of detail issue.

This issue remains unresolved. KPMG Consulting issued Data Request CM32.
{c) IMA CMP process and CLEC notification issue.

This issue rematns unresolved. KPMG Consulting issued Data Request CM33.

EDI Developer’s Handbook Document Review

QOwest Response: Section 6 of the IMA CMP directs IMA staff to the process for making CLEC-
impacting CRs visible to CLECs. Section 5 of the IMA CMP provides the linkage to the EDI
Developer Handbook.

KPMG Consulting requests that Qwest include CLEC touch-points in the EDI Developer’s
Handbook and submit the revised document for review. This issue is unresolved.

KPMG Consulting and Qwest held a focus call on Thursday, January 31, 2002. The purpose of
the call was for Qwest to ask questions and for KPMG Consulting to clarify any major issues in
Exception 3102. Qwest stated that a new “integration document” will address issues (a) through
(h) listed in E3102 and provide the documented integration between the external Wholesale
CMP and the Qwest internal change management processes. Participants of the call also
clarified that depending on the progress of CMP Redesign, certain sections of the document may
be incomplete.

KPMG Consulting will review the "integration document™ when it becomes available for overall
adequacy and completeness of the processes (a) through (h) identified in this Exception. .

KPMG Consulting recommends that Exception 3102 remain open pending resolution of the
issues identified above.
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Initial Release Date: January 24, 2002
EXCEPTION REPORT

An exception has been identified as a result of test activities associated with the Change
Management Review, MTP Test 23.

Exception:

Qwest did not adhere to its Change Management Process document management
standards and tracking of CLEC notifications through the Mailout Notification
System.

Background:

Qwest utilizes the Mailout Notification System to distribute information that pertains to
CLECs business operations. These notifications cover a wide range of topics including
documentation updates, new product offerings, training availability, OSS planned outages,
Qwest-CLEC meeting notices, Qwest’s responses to CLEC-initiated change requests, and
notices specifically concerning the Qwest Change Management Process (CMP). These
distributions are critical to allow CLECs to make informed decisions about their business
operations, as well as to maintain the Qwest-CLEC bustness relationship. CLEC
representatives rely on accurate email headlines and timely notices to redistribute the emails
within their respective organizations.’

Issues:

Qwest did not adhere to its Change Management Process document management standards
and tracking of CLEC notifications through the Mailout Notification System. KPMG
Consulting reviewed a total of 115 CLEC notifications” that Qwest distributed through the
Mailout Notification System in December 2001, and identified the following six issues:

! KPMG Consulting observed that, in response to CLECs’ request during the CMP Redesign effort, Qwest implemented a
standard naming convention for all Change Management email notifications beginning in August 2001,

* KPMG Consuiting received a total of 119 Qwest mailout notifications in December 2001. Four of them were repeated
distributions, and thus, were excluded from this analysis.
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1. Delayed distribution

KPMG Consulting identified 32 instances (28% of the total notifications reviewed) in which
Qwest’s date of a notification was earlier than its actual distribution, thus representing a
delay. While the majority of these delays fell within one business day, KPMG Consulting
identified 13 instances in which the delay exceeded two business days. Appendix A
includes one notification that was dated December 10, 2001, but was distributed on
December 27, 2001.

System: CEMR User’s Guide UPdate, RN, Effective 11/30/2001 12/3/2001
11/30/01
Systems: IMA GUI Dcumentation UPdate, non-release
rolated, 12/03/01 11/30/2001 12/3/2001
General: Meetings: RN: Collo Decommission Mtg on 12-12,
Effective 12-4-01, Final 12/4/2001 12/5/2001
System: OSS Scheduled Mic., Final 12/4/01 12/4/2001 12/5/2001
Change Management: Meeting: RN: Update from 11-30 Mtg
on UNE-P Bulk Conversion, Effective 12-4-01, Final 12/4/2001 12/5/2001
Minnesota Dept. of Commerce Interrogatory Docket
1

P421/CL01-1370 2/5/2001 12/6/2001
Systemn: OSS Scheduled Maintenance, 12/10/01 12/10/2001 12/11/2001
System: OSS Sched. Mice. Weekend of 12/14, 12/12/0] 12/11/2001 12/12/2001
System; IMA GUI 8.1 CTAG Users Guide Update 12/13/01 12/10/2001 12/13/2001
Prolcessz Ordering: RN: Updates to Local Service Ordering 12/14/2001 121172001
Guidelines,
Product: UNE: RN: Update to Unbundled Local Loop
PCAT, Effective December 17, 2001, Final 1211472001 12/17/2001
Process; Provisioining: RN: Update to Customer Not Ready
Jeopardy Process, Effective December 14, 2001, Final 1271472001 1271772001
System: CEMR User’s Guide Undate, 12/14/01 12/14200) 12/17/2001
System: Delayed Bill Post Notifications, 12/14/01 12/14/2001 12/17/2001
System: Digital Certificates & ECOM Doc, 12/14/01 12/14/2001 12/17/200]
i;l);a] Service Freeze Protection: AZ, 1A, MN, MT, NE, NM, 12/17/2001 12/18/2001
DMT Qwest DSL Change Charge 12/14/2001 12/18/2001
Qwest DSL Service Promotion 12/14/2001 12/18/2001
Customer Premises Wire and Maintenance Plans 12/14/2001 12/18/2001
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12/14/2001

Residence VMS Service, Effective 1/2/01 12/ 18/2001
Training: IMA Release 9.0, RN, 12/18/01 12/14/2001 12/18/2001
Business Competitive Response — [A 12/17/2001 12/19/2001
Process: Ordering: RN: Update to Service Interval Guide,

Effective December 20, 2001, Final 1271972001 12/20/2001
Switch Conversion-Woodland Park, CO 1-12-02 1242042001 1242172001
Local Directory Assistance - MN 12/14/2001 12/26/2001
Residence Caller ID and Security Screen Promo - 1A, NM, 12/21/2001 1202712001
OR, MT

Meet the Due Date Promotion, Effective 2/1/02 12/26/2001 12/27/2001
Residence Caller ID and Security Screen Promotion -ND, 1272112001 12/27/2001
CO, WY

2002 Q1 Business Promotion Resale Notice - AZ, CO, 1A,

MT, NM, OR, SD, UT, WA, WY 12/26/2001 12/27/2001
Synchronous Service Transport, STS 1 Multiplexing 12/212001 12/2772001
Business Caller [D Promotion, Effective 1/21/02 12/21/2001 1242712001
Residence Competitive Response Promotion - Utah 12/10/2001 12/27/2001

2. Erroneous topic

KPMG Consulting observed one instance in which the email headline contained an
inaccurate description of its contents. On December 3, 2001, at 5:14 PM MT, Qwest
distributed an email with the headline, “Process: Ordering: RN: Update to Resale Database
Info, Effective December, 3, 2001, Final.” The notification included with the email was
titled “Updated Information for Getting Started as a Wholesale Customer & the
Negotiations Process” (Document No. PROS.12.03.01.F.00325.Getting_Started_&_
Negotiations).

3. Late notice of system changes
KPMG Consulting reviewed 10 notifications related to system changes, and identified four

instances in which Qwest notified CLECs following implementation of the associated patch
or change.

System: Billing System Implementations, RN. Final, 12/3/01 117152001 12/3/2001
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System EMI Flelds Fxxed on DUF RN ]2/6/01

1112972001

12/6/2001

System: Billing System Implementation 12-7-01, Final 11/29/2001 12/7/2001
System: Delayed Bill Post Notifications, 12/14/01 12/4/2001 12/14/2001

4. Inadequate interval for planned outage notices

KPMG Consulting identified eight notifications that were sent to CLECs about planned
system outages All were distributed within fewer than three business days in advance of
the outage.” In one instance, Qwest notified CLECs on December 7, 2001, at 5:41 PM,
about a planned outage scheduled to start at 5:00AM on December 8, 2001. (Appendix B).

‘ 12/5/2001

System: OSS Schedulcd Mte., Fmal 12/4/01 12/7}2001
8:00 PM 2.27PM
System: OSS Scheduled Maintenance, N, Final, 12/5/01 12/9/2001 124572001
12:00 PM 5:46 PM
Minnesota Dept. of Commerce Interrogatory Docket 12/9/2001 12/6/2001
P421/C1-01-1370 12:00 PM 12:59 PM
System: DLIS Availability, 12/7/01 12/8/2001 12/7/2001
5:00 AM 5:41 PM
System: OSS Scheduled Maintenance, 12/10/01 12/12/2001 12/11£2001
10:00 PM 5:17PM
Systern: 0SS Scheduled Maintenance 12-13, 12/11/01 12/13/2001 12/11/2001
10:00 PM 5:30 PM
System: OSS Sched. Mice. CEMR-MEDIACC 12/14-12/16 12/14,2001 12/12/2001
10:00 PM 6:16 PM
System: 0SS Sched. Mtce. Weekend of 12/14, 12/12/0] 12/13/2001 12/12/2001
8:30 PM 6:31 PM

5. Inadequate information

¥ KPMG Consulting notes that Qwest has not formally defined the notification interval for planned system outages. See
Action ltem #209, p. 66 of the CMP Redesign Draft Meeting Minutes Dec. 10-11.
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On December 27, 2001, Qwest distributed a notification informing CLECs of rate
restructoring in Montana that was planned to take effect after the January 2002 billing date.
Qwest advised CLECs to contact Qwest Billing Representatives for specific details after the
changes were implemented, but did not specify an exact date for when the changes were to
take effect (Appendix C).

6. Lack of adequate tracking and verification

In response to KPMG Consulting’s data request and subsequent clarification, Qwest
submitted copies of Mailout Notifications that it had distributed to CLECs, rather than an
actual database or other logging tool used to track CLEC notifications®. KPMG Consulting
infers from the data request responses that Qwest lacks a centralized database to track
information that is distributed to CLECs.

Based on the above analysis, it appears that Qwest does not distribute accurate information
on a timely basis. In addition, Qwest appears to lack the proper tools to track CLEC
notifications and ensure that the information therein is accurate. KPMG Consulting
considers the procedures, systems, and tools that Qwest uses to track information and
monitor its compliance with documented intervals for notification to be an essential element
of the Change Management process.

Impact

CLECs depend on accurate, dependable, and timely information to support their business
and fulfill obligations of their customers. If a Mailout Notification includes an erroneous
topic in its subject line, a CLEC may route the notification to the wrong department and
responsible individual(s). If a Mailout Notification is distributed without an adequate
interval in advance of the planned change, a CLEC might not have the flexibility to
reschedule its workforce and to complete transactions in a timely manner. The issues
identified in this Exception may result in CLEC operational inefficiencies, thereby reducing
CLEC profitability and impacting the CLEC’s ability to compete in the Local Exchange
Carrier market.

Attachments: Appendices A, B, and C.

* KPMG Consulting data request CM27: Database of Qwest notifications to CLECs. KPMG Consulting stated, in a
subsequent clarification, dated December 12, 2001, that KPMG Consulting requested “the actual database tool or logging
tool that Qwest uses to keep track of the notifications it has sent to CLECs.”
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Appendix A

Qwest
December 27, 2001

KPMG Consulting
KPMG Data

£

qwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 10, 2001

Effective Date: December 10, 2001

Document Number: PROD.12.10.01.F.A000236

Notification Category: Product Notification

Target Audience: CLEC, Resellers

Subject: Residence Competitive Response Promotion - Utah

This is to advise you of a retail promotional offer. Qwest apologizes for the deiay in notification.

Product name: Residence Competitive Response Promation

02/19/2002
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Tariff/catalog/price list reference: No tariff

State(s): Utah

Effective date of retail offer: 12/10/01 through 3/9/02
Description:

The Residence Competitive Response Promotion will be offered during a promotional period from
December 10, 2001 through March 9, 2002, to residence customers who have terminated or
canceled all or part of their Company services and established service with another
telecommunications provider, and such residence customers are reestablishing service with the
Company.

Returning residence customers can receive a maximurn of either a waiver of the current
nonrecurring charge(s), or up to two months credit of the current monthly rate(s), or both, on
selected services as determined by the Company.

Please notify only those resellers with approved resale agreements according to the terms specified
in their resale agreement. Advise them that retail offers that are subject to Commission approval and
may change. Reseller should monitor filings, since Qwest will not provide notification of changes.

If you have any questions or would like to discuss this notice please contact your Qwest
Sales Executive, Sue Gwin on 3039653353, Qwest appreciates your business and we look
forward to our continued relationship.

Sincerely,

Qwest
¢c: Sue Gwin

Pam O'Connell

02/19/2002
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Qwest OSS Evaluation

Appendix B

Qwest

December 7, 2001

KPMG Consulting
KPMG Data

ki

qwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: Pecember 7, 2001

Effectivé Date: December 7, 2001

Document Number: SYST.12.07.01.F.02463.DLIS_Availability
Notification Category: General Notification

Target Audience: CLECs, Resellers

Subject: Directory Listing Inquiry System Availability

This Communicator is to advise you that, as a result of scheduled maintenance of the Listing Service
System (LSS), the Directory Listing Inquiry System (DLIS) will not be available on December 8, 2001
from 5:00 AM to 8:00 PM Mountain time. The functionality is expected to be restored by 5:00 AM,
Mountain time, December 10, 2001.

02/19/2002
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Questions regarding this Communicator can be directed to Melissa Garcia at 303-965-6019.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam O’Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,

Qwest
cc: Sue Gwin

Pam O Connell

02/19/2002
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Appendix C

Qwest

December 27, 2001

KPMG Consuiting
KPMG Data

3

gwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 27, 2001

Effective Date: December 28, 2001

Document Number: GENL.12.27.01.F.001516.Montana_Rate_Restructure
Notification Category: General Notification

Target Audience: CLEC, Reselier

Subject: Rate Restructuring for the State of Montana

In accordance with your Interconnection Agreement with Qwest Corporation (formerly doing
business as U S WEST Communications, Inc), rates have been restructured pursuant to the
Stipulation Agreement approved on October 12, 2001, by the Montana Public Service Commission
in Docket Number D2000.6.89 by Order Number 6260b.

02/19/2002
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These rates will be reflected on or after your January bill date. Activity is in progress to apply billing
adjustments based upon true-up requirements ordered by the Montana Public Service Commission
as well as true-up requirements defined in your Interconnection Agreement.

Once the rates have been implemented and the adjustments have been applied, please contact your
Qwest Billing Representative for specific details or if you have any questions.

If you would like a copy of your rate sheet, please contact your Service Manager.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam O’Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,
Qwest

Note: While these updates reflect current practice, it is important to note that there are
additional changes that will be forthcoming as a result of ongoing regulatory activities e.g.,
collaborative workshops, and state commission orders. As these changes are defined and
implementation dates are determined, notice of additional updates will be provided
accordingly.

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information
on Qwest products and services inciuding specific descriptions on doing business with

Qwest. All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site,
wholesale customers will receive written notification announcing the uproming change.

cc: Sue Gwin

Pam OConnell

02/19/2002
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 3111

Qwest Internal Tracking ID: TI 828
Observation/Exception Title: Change Management Process
Test Type/Domain: Test 23 - Change Mangement
Date Qwest Received: 01/30/2002

Initial Response Date: 02/12/2002

Test Incident Summary:

Exception 3111 was initially released as Observation 3067 on December 12, 2001. KXPMG Consulting
recommended on January 30, 2002 that Observation 3067 be closed and moved to Exception 3111,

EXCEPTION REPORT

An Exception has been identified as a result of the test activities associated with the Change Management
Test, MTP Test 23.

Exception:

Qwest Systems Change Management Process (CMP) lacks guidelines for prioritizing and implementing
CLEC-initated systems Change Requests (CRs); criteria are not defined for deveJoping the scope of an
OSS Interface Release Package.

Background:

The Qwesl Systems Change Management Process (CMP) is the method used by both Qwest and CLECs to
implement changes to Qwest wholesale OSS interfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of all systems change
requests (CRs). CLECs participate in the CR Prioritization Process to vote on both Qwest- and CLEC-
initiated CRs." The outcome of this CR Prioritization Process determines if CRs deemed critical to CLEC
business operations, according to CLEC voting results, will be included in an upcoming OSS release.

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing CLEC-initiated
systerns CRs. KPMG Consulting reviewed existing Qwest documentation, including the Co-Provider
Industry Change Management Process (CICMP) Documenr and the CICMP — CR Prioritization Process
Document®, and noted the following:

+  Qwest documents lacked information on the roles and responsibilities of Qwest staff involved in
the analysis of CLEC-initiated systems CRs;

"In the context of CMP Redesign, Qwest and CLECs have not yet agreed on whether or not regulatory and
industry guideline CRs are subject to the CR Prieritization Process.

® The CICMP Document and CICMP — CR Prioritization Process Document, located at
www . gwest.com/wholesale/cmp/whatiscmp.html, represent the most recent Qwest documents relevant to
the CR Prioritization Process prior to the initiation of CMP Redesign.

Exception 3111 Formal Response_02_12_02.doc2/19/2002 - 11:59 AM
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e Qwest documents lacked information on how Qwest allocated available resources (capacity) for
all systems CRs to be included in an OSS release;

*  Detaiied business analyses and systern analyses from the Qwest software development team were
not performed for all CLEC-initiated CRs;

¢ Qwest documents lacked definitions and criteria for the Level of Effort (formerly known as “T-
shirt size”) assignment for individual CRs; and

»  Qwest documents lacked information on how Qwest identified CR package options for a software
release that it recommended to CLECs, following the CR Prioritization Process.

*

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no assurance that all CRs
receive a thorough assessment from the Qwest software development team. In addition, it is unclear how
Qwest allocates resources for the wholesale 0SS to accommodate CLEC business needs, and how Qwest
estimates the resources required to complete individual CLEC-initiated CRs. Failure on the part of Qwest
to attend to CRs that CLECs deem critical to CLEC business operations in a timely maanner may result in
lengthy delays in implementing these changes. In fact, the limited capacity that Qwest allows for each
release may categorically prevent the implementation of some CRs.

Owest Formal Response to 03067 (12/20/01):
Qwest responses to the 5 KPMG stated issues.

1, “Qwest documents lacked information on the roles and respensibilities of Qwest staff invoived in
the analysis of CLEC-initiated systems CRs.”

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-Design Framework
Interim Draft - Revised 12-10-01, located at http://www.qwest.com/wholesale/cmp/redesign.html, will
further illuminate the process, roles and responsibilities of Qwest personnel during the preliminary
evaluation and subsequent prioritization of CLEC-initiated systems CRs,

2. “QOwest documents lacked information on how Qwest allocated availabie resources (capacity) for
all systems CRs to be included in an OSS release.”

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose this business
information to the CLECs. This issue will be resolved and included in the Qwest Proposed Prioritization
Language when it is accepted by the Re-design Team.

3. “Detailed business analyses and system analyses from the Qwest software developmens team were
not peiformed for all CLEC-initiated CRs.”

Detailed business and systems requirement development occurs after the CLECs and Qwest prioritize the
list of CLLEC initiated CRs pursuant to the Co-Provider Industry Change Management Process document,
Section IV. Additionally, the Qwest Proposed Prioritization Language, collaboratively written by Qwest
and the CLECs, but not vet adopted by the Re-design Team, details the {ollowing:

e  There is insufficient space to include all CLEC initiated CRs in the upcoming release. The
prioritization process channels the business and system requirements development effort.,

e  The business and system requirement development effort begins with CRs at the top of the
prioritization list and continues down the list until all available development resources are
exhauvsted.

® Business and systems requirements are developed for more CRs than can ultimately be included in
the release.

Exceptton 3111 Formal Response_02_12_02.doc2/19/2002 - 11:59 AM
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4. "Owest documents lacked definitions and criteria for the Level of Effort (formerly known as “T-
shirt size”) assignment for individual CRs.”

The Co-Provider Industry Change Management Process document does not have specific definitions for
Level of Effort. However, in the Master Red-Lined CLEC-Qwest CMP Re-Design Framework Interim
Draft - Revised 11-29-01 the following language has been agreed to in the CLEC-Qwest OSS Interface
Change Request Initiation Process section:

“Identification of the preliminary level of effort (S, M, L, XL) required to implement the CR.

*  Small - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system

o  Large - requires changes to 2 or more systems or complex changes in multiple subsystems of a
single system

» Extra Large — requires extensive redesign of at least one system.”

Additionally, Qwest and the CLECs are currently negotiating a refined preliminary Level of Effort criteria
based on a rough estimate of the number of people-hours necessary to complete a CR.

5. Qwest documents lacked information on how Qwest identified CR package options “for a software
release that it recommended to CLECs, following the CR Prioritization Process.”

The CLEC-Qwest OSS Interface Change Request Initiation Process scction of the Master Red-Lined
CLEC-Qwest CMP Re-Design Framework Interim Draft - Revised 12-10-01 provides the following
language which has been agreed to by the CLECs and Qwest:

“At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates on the release candidate list. The newly packaged list of CRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commil to a final list of CRs for inclusion in the
release.”

KPMG Consulting’s First Response to 03067 (01/04/2002):
KPMG Consulting reviewed (Qwest’s responses, and identified the following issues:

1. KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design Framework
document but is unable to identify information therein that describes the roles and responsibilities
of Qwest staff who conduct business and system analyses of CLEC-initiated systems CRs.

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwest provide
related documentation for review, once it is finalized.

3. KPMG Consuiting is aware of the possibility that not all CLEC-initiated, CLEC-prioritized CRs
may be included in a given, upcoming release. It is thus critical that Qwest’s sofiware
development team conducts a thorough assessment of all CRs, and provides CLECs with adequate
information (see the following paragraph) so that CLECs are able to make informed decisions
about all CRs during the prioritization process.

4. Based on the definitions of the preliminary levels of effort (8, M, L, and XL), KPMG Consulting
could not quantify the amount of work performed by the Qwest software development team, or the
total amount of work required for each software release. It is unclear how the above specifications

Exception 3111 Formal Response_02_12_02.doc2/19/2002 - 11:59 AM
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would inform CLECs of the overall capacity of a given, upcoming release, and enable CLECs to
make informed decisions on the bases of interdependences, as well as tradeoffs, among numerous
CRs, during the prioritization process.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest software
developers utilize to identify affinities between candidates.

Qwest Response to KPMG Comments to Q3067 (01/14/02):

The following respanse addresses the five issues identified by KPMG in their response dated January 4%,
2002. KPMG’s issues have been replicated below in Jtalics for ease of reading.

i

KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design Framework document
but is unable to identify information therein that describes the roles and responsibilities of Qwest staff
who conduct business and system analysis of CLEC-initiated systems CRs.

There has been no definitive discussion in CMP Redesign sessions to include a detailed description of
the roles and responsibilities of Qwest staff who do not interface directly with CLECs on CMP
functions, including those who conduct detailed business and system analyses of CLEC-initiated
systems CRs. However, once approved by the Re-design Team, the Master Redline CLEC-Qwest
CMP Re-Design Framework Interim Draft will further describe the process, roles and responsibilities
of Qwest personnel who participate in the preliminary evaluation and subsequent prioritization of
CLEC-initiated systems CRs.

As stated in Qwest’s initial respouse, this text is not included in the Master Redline document because
it has yet to be reviewed and approved by the CMP Redesign team. A draft of the text is contained in
the document Qwest Proposed Managing the CMP Language - Revised 11-20-01 which is Jocated in
the Redesign Documentation section of the Qwest CMP Redesign Web site.
(http.fwww.gwest.com/wholesale/downtoads/2001/01 1 121/PrpManagingCMPLang.doc).

KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwest provide
related documentation for review, once it is finalized.

Qwest will continue to publish completed and accepted Redesign documentation in the form of the
maost recent update of the Master Redline CLEC-Qwest CMP Re-Design Framework Interim Draft.
This document is available on the Qwest CMP Redesign Web site,
hitp://www.qwest.com/wholesale/ecmp/redesign.hitml. Additionally, Qwest distributes an email
message containing all Redesign documentation, agreed-to and proposed, before and after each
Redesign session. KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for Yanuary 22™ through 24™, 2002. The findings should be
documented by January 28", 2001. If that timetable is met, KPMG will receive the revised
documentation no later than January 29", 2002.

KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-prioritized CRs may
be included in a given, upcoming release. It is thus critical that Qwest’s software development team
conducts a tharough assessment of all CRs, and provides CLECs with adequate information (see the
following paragraph) so that CLECs are able to make informed decisions about all CRs during the
prioritization process.

As discussed, agreed-to, and documented in Section 3.0 of the Master Redline, an initial “rough
estimate” of the level of effort (LOE) for each CR is determined as an aid in CLEC prioritization, Due
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10 Tesource constraints, (Qwest is unable to commit to conduct a detailed assessment of the level of
effort (LOE) for every release candidate.

Based on the definitions aof the preliminary levels of effort (S, M, L, and XL), KPMG Consulting could
not quantify the amount of work performed by the Qwest software development team, or the total
amount of work required for each software release. Ii is unclear how the above specifications would
inform CLECs of the overall capacity of a given, upcoming release, and enable CLECs 1o make
informed decisions on the bases of interdependencies, as well as tradeoffs, among numerous CRs,
during the prioritization process.

After discussion during several recent Redesign meetings Qwest and the CLECs agreed to no longer
utilize “T-shirt” sizing to categorize the level of effort for a release candidate. At Redesign meetings
Qwest has agreed to provide CLEC’s with actual level of effort range estimates in order for CLEC’s to
prioritize which CRs can be included in a major release. Qwest is currently developing these range
estimates, and will present them 10 the CLECs at the January 2002 Redesign session. These estimated
ranges are not intended to give the CLLECs a view of the overall capacity of the release.

Qwest and the CLECs have agreed to a process documented in Section 3.0 of the Master Redline that
will provide the CLECs with meaningful information with which to make informed decisions
regarding the prioritization of CRs. That process is currently written as follows but will be updated to
remove the T-shirt sizing when the ranges have been agreed upon.

“Qwest will review the CRs received prior to the cut off date and evaluate whether Qwest can
implement them. Qwest’s responses will be one of the following:

s “Accepted” (Qwest will implement the CLEC request) with position stated. If the CR is

accepted, Qwest will provide the following in its response!

e Determination and presentation of options of how the CR can be implemented

e Idenufication of the preliminary level of effort (S, M, L, and XL) required to implement
the CR. (WCOM COMMENT: WCOM WOQULD LIKE IT NOTED THAT A
REQUEST WAS MADE AS TO WHAT IS MEANT BY PRELIMINARY LEVEL
OF EFFORT AND IS TO BE DEFINED BY QWEST.)
Small — requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system
Large — requires changes to 2 or more systems or complex changes in multiple
subsystems of a single system

¢ Extra Large — requires extensive redesign of at least one system,

If CLECs do not accept Qwest’s response, they may elect to escalate or dispute the CR in
accordance with the agreed upon CMP escalation or dispute resolution procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the CR and any other CLEC may become
responsible for pursuing the CR upon providing written notice to the Qwest CMP Manager. If the
CLECs do not accept Qwest’s response and do not intend to escalaie or dispute at the present time,
they may request Qwest to status the CR as deferred. The CR will be status deferred and CLECs
may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview of its respective CR(s)
and Qwest will present either a status or its response.

Qwest or CLEC originated CRs for changes to an existing OSS interface will then be prioritized
by the CLECs and Qwest, resulting in the initial release candidate list. CLEC or Qwest originated
CRs for introduction of a new interface or retirement of an existing interface are not subject to
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prioritization and will follow the introduction or retirement processes outlined in Sections x and x
of the Master Redline, respectively.

Based on the initial release candidate list, Qwest will begin its development cycle, which includes
the following milestones:

e Business and systems requircments: Qwest engineers define the business and functional
specifications during this phase. The specifications are completed on a per candidate basis in
priority order.

* (AT&T Comment) Packaging: Qwest and CLECs will discuss grouping candidates with
affinities may be addressed more efficiently if taken together.JAT&T comment: this may
not be exactly the right description. We just wanted to add this to this list of steps.]

e Design: Qwest engineers define the architectural and code changes required to complete the
work associated with each candidate. The design work is completed on a per candidate basis
in priority order.

e Code & Test: Qwest engineers will perform the coding and testing required to complete the
work associated with each candidate. The code and test work is completed on a per candidate
basis in priority order.

Using the initial release candidate list, Qwest will begin business and system requirements.
During the business and systems requirement efforts, CRs may be modified or new CRs may be
generated (by CLECs or Qwest), with a request that the new or modified CRs be considered for
addition to the release candidate list (late added CRs). (WCOM COMMENTS: CHANGE
“INITIAL RELEASE CANDIDATE LIST TO “RELEASE CANDIDATE LIST.) 1f the CMP
body grants the request to consider the late added CRs for addition to the release candidate list,
Qwest will size the CR's requirements work effort. If the requirements work effort, for the late
added CRs, can be completed by the end of system requirements, the initial release candidate list
and the new CRs will be prioritized by CLECs in accordance with the agreed upoen Prioritization
Process {see Section xx of the Master Redline). 1f the requirements work effort, for the late added
CRs, cannot be completed by the end of system requirements, the CR will not be eligible for the
release and will be returned to the pool of CRs that are available for prioritization in the next OSS
interface release.

At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates on the release candidate list. The newly packaged list of CRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP
meeting following the completion of design, Qwest will commit to a final list of CRs for inclusion
in the release.”

This process, agreed-io by Qwest and the CLECs, provides a Level of Effort to the CLECs to use during
Prioritization and outlines to process for Qwest to present various packaging options to the CLECs.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest software
developers utilize to identify affinities between candidates.

The assessment and identification of candidate affinities is not a structured process. Qwest relies on
the knowledge and experience of its system architects and analysts to identify opportunities for
efficiency in all areas of system development including those related to candidate affinity. A few of
the factors considered in assessing affinities include modifications to common modules or data
components, changes to common transactions, and use of commen resources.
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KPMG Consulting’s Initial Release of Exception 3111 (01/30/2002):

KPMG Consuiting responses for each issue raised in Observation 3067 are detailed below. For ease of
reference, KPMG Consulting has assigned numbers for each issue.

1) Qwest internal and external documents lack the roles and responsibilities of Qwest software
development staff who are involved in the analysis of CLEC-initiated systems CRs;

In its response to Observation 3067, Qwest affirmed that text regarding the roles and responsibilities of
staff whao conduct business and system analyses of CLEC-initiated systems CRs is not included in Master
Redline CLEC-Qwest CMP Redesign Framework Interim Draft, since it has not yet been reviewed and
approved by the CMP Redesign team, Qwest indicated that draft language was contained in another
document, Owest Proposed Managing the CMP Language — Revised 11-20-01. KPMG Consulting
reviewed this document, and was unable to identify information therein that describes the responsibilities of
Qwest staff who perform the preliminary evaloation, analyses, or subsequent packaging of CLEC-initiated
CRs. Because the draft language has not yet been finalized or agreed upon as part of CMP Redesign, and is
not included in any formal Qwest document, KPMG Consulting considers these roles and responsibilities to
be undefined. As previously mentioned in its January 4, 2002 response to Observation 3067, KPMG
Consulting continues to monitor the CMP Redesign process relative to the assignment of staff and
managers.

KPMG Consulting deems the existence of defined roles and responsibilities for groups such as the IT staff,
internal hoards, external vendors, and Wholesale Change Management representatives to be indicative of
whether or not a fully functional process is in place. KPMG Consulting recognizes that, prior to the CMP
Redesign, Qwest operaied a former process, referred to as the Co-Provider Industry Change Management
Process (CICMP), and that, therein, established procedures for considering the CLEC-assigned priority of a
change request in relation to such factors as available resources and Qwest-initiated priorities may have
existed. KPMG Consulting would expect Qwest 10 be able to provide some information independent of
CMP Redesign status that explains the functions of personnel who are responsible for evaluating CLEC-
initiated CRs, as well as any guidelines used to carry out work assignments. This issue is unresolved.

2} Qwest does not provide CLECs with information on the manner in which Qwest allocates available
resources (capacity) for systems CRs to be included in an OSS release;

Qwest’s Janvary 14, 2002 response stated that resolution of how Qwest allocates its available resources for
systems CRs to be included in releases is still pending Qwest-CLEC negotiation of CMP Redesign. Under
the terms of the CMP Redestgn process, Qwest will continue to publish the completed and accepted
Redesign documentation at the Qwest Redesign Web site. Qwest and CLECs held a series of meetings on
Janvary 22 through 24, 2002.

KPMG Consulting reviewed all information pertaining to resource allocation issues that was discussed at
the most recent collaborative sessions. KPMG Consuiting’s understanding is that the docomentation from
those sessions remains incomplete and in draft state, and that Qwest plans to provide the revised
documentation by January 29, 2002. KPMG Consuiting is prepared to consider and review all final
documentation that accurately describes the formalized, implemented process (i.e., documentation that
reflects the most current representation of Change Management for this subtopic/area),

The lack of capacity resource information for conducting a fundamental task, i.e., implementation of
changes requested by wholesale customers, is reflective of the larger issue, confirmed by Qwest, that no
criteria defined for Qwest’s developing the scope of an OSS Interface Release Package exist. Thus, when
CLECs assign a priority for CRs, and collectively decide which they consider important, there is very little
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information available about how Qwest factors the results of CLEC prioritization into its program
development and project planning activities. This issue remains unresolved.

3)  Qwest saftware development teams do not perform detailed business and system analyses on CLEC-
initiated CRs;

In response to this issue, Qwest reiterated that it cannot include all CLEC-initiated CRs in a given,
upcoming release, and that a detailed assessment of all CLEC-initiated CRs is infeasible due to resource
constraints. Qwest also stated that it begins at the top of the prioritization list and continues down until all
development resources are exhausted. Systems requirements are developed for more CRs than can
ultimately be included in the telease. Yet, it is unclear as to if, or how, Qwest considers relative costs and
benefits, whether or not there is any pairing or interaction hetween system CRs filed for the same release
(i.e., affinities), and if any of the same CMP development resources are dedicated to correct defects and
conduct maintenance of Qwest production systemns. In a discussion about meeting topics, one CLEC noted
that, during the January 2002 prioritization exercise, some lower priority items were “packaged” (i.e.,
scheduled for inclusion in a release), whereas some higher priority requests were excluded or delayed.’

KPMG Consulting considers the fact that Qwest software development teams do not perform structured
business and systems analysis of CLEC-initiated CRs as another indicator that no defined criteria are used
to determine the overall scope of release capacity, and no systematic, consistent, and repeatable process is
used to implement both CLEC and Qwest-initiated change requests. This issue, which remains unresolved,
1s related to the level of effort (LOE) estimate, which Qwest stated was already agreed-to as an aid to
CLEC prioritization,

4)  Qwesr documents lack definitions and criteria for establishing the Level of Effort (LOE, formerly
known as “T-shirt size”) assignment for individual CRs; and

In response to this issue, Qwest indicated that it plans to revise the LOE parameters to provide CLECs with
an actual tevel of effort range. It also stated that these ranges would not be intended to provide CLECs
with a view of the overall capacity of the release. Qwest outlined the agreed-upon packaging process that
is included in the Master Redline document. Although the Redesign efforts have resulted in progress for
this area, and some language has been completed, incorporation of LOE ranges remains unresolved until
CLECs and Qwest can agree upon the appropriate level of detail for CR sizing definitions. Participants in
the CMP Redesign meetings held January 22 through 24, 2002, did not discuss or resolve pending Action
Ttems, including #146 Criteria used to determine LOE for a release. In its previous response, Qwest stated
that it is unable to commit to conducting a detailed assessment of the LOE for every release candidate,
KPMG Consulting requests that Qwest provide information about which release candidates will receive
detailed business and system analyses, and how this decision will be made. This issue is unresofved.

SY  Qwest documens lack information on the manner in which Qwest identifies CR package options for a
discrete software release that it recommends to CLECs, following the CR Prioritization Process.

In response to this issue, Qwest stated that, “the assessment and identification of candidate affinities is not
a structured process” [italics added]. This served as a furcher indication that criteria, such as those that
Qwest would use to identify package options, do not exist, are not formally defined, and are not
documented, either internally or within the context of CMF Redesign. This issue is unresolved.

3 See CMP Redesign email sent by Qwest to Eschelon Telecom, Inc. on Janvary 22, 2002, Subject:
Redesign issues discussed in January CMP meetings, ltem Number 4.
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Observation 3067 has been escalated to Exception 3111 for three reasons:

» KPMG Consvlting considers the five sub-issues above unresolved; some issues appear to be at
impasse.

e  Qwest stated that elements described in the original Observation will not be finalized (and thus cannot
be implemented) until CMP Redesign is complete.

e Based on Qwest’s latest response and the current state of CMP Redesign implementation, at least one
KPMG Cousulting evaluation criterion for Test 23 would be assigned a “Not Satisfied” result.

To sumimarize, criteria for use by Qwest’s software developrent teams to develop the priorities, capacity,
and capabilities of a software release are neither documented nor fully defined. The lack of established and
documented development criteria, and a clear process for Qwest resource allocation for wholesale OSS,
may result in the Qwest software development teams’ overlooking and/or ignoring CRs deemed important
to CLECs, as determined by the results of the prioritization process. Failure on the part of Qwest to attend
to CRs that CLECs deem critical to their business operations in a timely manner may result in lengthy
delays in implementing these changes. This may prevent CLECs from receiving important order and pre-
order functionality, thus inhibiting their ability to compete in the local exchange carrier market.

Owest Formal Response to Exception 3111 (02/12/2002):

Listed below are Qwest’s responses to each of the “sub-issues” identified in KPMG’s previous response.
The numbers correspond to those used by KPMG.

1. Qwest will provide, via the data request process, documentation of the tnternal methods and
procedures that define the roles and responsibilities for Qwest personnel involved in prioritization of
CLEC initiated system change requests. The documentation will be made available by February 22M,
2002,

2. The Master Redline document, Section 9.2 states: "At the last Systems CMP meeting before
Prioritization, Qwest will facilitate the presentation of all CRs eligible for Prioritization. At this
meeting Qwest will provide a high level estimate of the Level of Effort of each CR and the estimated
total capacity of the release. This estimate will be a rough estimate of the number of person hours
required to incorporate the CR into the release.”

Qwest has subsequently added similar language in the CR Initiation section to state that LOEs
will be provided: 1) Prior Lo prioritization 2) At packaging and 3) At commitment. The
submitted text will be reviewed with the CLECs during the next CMP Redesign session
scheduled for February 19, 2002. Qwest will provide an update regarding the progress of
this issue in a supplemental response to this exception by February 22, 2002. IMA 11.0 and
SATE 11.0 will be the first releases for which Qwest will provide release capacity estimates
for use in the CR prioritization process.

3. As stated above in the response to sub-issue 2, Qwest agreed to provide the capacity constraints of
major releases for use in prioritization of CRs. Qwest also provides a high level estimate of the LOE
for all CR candidates for use CR prioritization. After prioritization, Qwest conducts a detailed
evaluation of each CR candidate beginning with the highest priority CR and ending when the capacity
of the release is exhausted. All of these activities are identical whether Qwest or a member of the
CLEC community initiated the CR.

The CMP redesign sessions conducted February 5-7 2002 concluded without a resolution to
CR prioritization. The topic will be re-addressed at the next CMP Redesign session scheduled
for February 19", 2002. Qwest will provide an update regarding the progress of this issue in a

Exception 3111 Formal Response_02_12_02.doc2/19/2002 - 11:59 AM
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ROC Observation & Exception Formal Response

supplemental response to this exception by February 22, 2002. When the prioritization
process is agreed upon this sub-issue will be completely addressed.

4. As stated in the prior response and reiterated in the response to sub-issue 3 above, Qwest provides a
high level estimate of the LOE required for each CR candidate. The high level estimate is for use in
candidate prioritization. After the release candidates are prioritized, using the process agreed to in the
CMP redesign, Qwest conducts a detailed assessment of the LOE for each candidate beginping with
the highest priority candidate and concluding when the estimated capacity for the release is exhausted.

Qwest and the CLECs have achieved significant progress toward defining the LOE estimation
process for change requests. These refinements are reflected in the most recent version of the
Master Redlined Document posted on Qwest’s web site repository for CMP documents.

5. Qwest will provide, via the data request process, documentation of the internal methods and

procedures followed by Qwest 1o \denufy packaging efficiencies for system changes. The
documentation will be made available by February 22™, 2002,

Attachment(s): None
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Test Vendor ID: EXP 3112

Qwest Internal Tracking 1D T1829

Observation/Exception Title: 0SS Interfaces

Test Type/Domain: Test 24 - Interface Dvipmnt & Relationship Mgt
Date Qwest Received: 01/30/2002

Initial Response Date: 02/13/2002

Test Incident Summary:

An exception has been identified as a result of test activities associated with the Change Management
Review, MTP Test 23, and Wholesale Systems Help Desk (WSHD), MTP Test 24.7.

Exception:

Qwest has not implemented a comprehensive and fully documented production support process to address
changes that correct failures in the production version(s) of OSS interfaces.

Background:

Production support changes address defects in the production version(s) of an OSS interface, Such defects
may include interrupted counectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specification.

The purpose of a production support process is to quickly and effectively restore critical production
components by repairing defects or implementing temporary work-around processes. This process would
also include the implementation of a tactical plan to complete restoration of normal production capabilities.
For critical situations, the standard software relcase intervals associated with the established Change
Management Process (CMP) are considered too long to implement corrective changes.

KPMG Consulting would expect a comprehensive and fully documented production support process to
include the following sub-procedures and essential elements:

Identification and verification procedures;

Evaluation, categorization, and prioritization procedures;

Internal and external communication procedures;

Status tracking and reporting procedures;

Escalation procedures;

Restoration and closure procedures;

Testing procedures, including support for defects observed in test environments;
Documentation management procedures; and

Trainming procedures.

Froammoowe

Issue:

KPMG Consulting has observed that Qwest does not have a documented production support process in
place to resolve time-sensitive production support issues and changes. KPMG Consulting formally
identified this issue in Observation 3052. In response, Qwest provided KPMG Consulting with documents

Exception 3112 Formal Response_(02_13_02.doc2/19/2002 - 12:00 PM
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ROC Observation & Exception Formal Response

that specify OSS contingency plans, KPMG Consulting reviewed Qwest documentation, and determined
that Qwest does not have a distinct, consolidated process document to address the issue in question.’

Impact:

In the absence of a comprehensive and fully documented production support process, CLECs do not have
assurance that failures in the production version(s) of OSS interfaces can be corrected efficiently and
effectively. The absence of these defined corrective measures can lead to downtime, miscommunication
about the status of an interface system outage or issue, and delays ia critical systems resolutions, which can
negatively impact CLECs’ business operations.

Appendix A

Production Support Matrix
KPMG Consulting reviewed the following Change Management Process documents for the existence of the
nine criteria that are outlined in the Background section of this Exception;

Co-provider Industry Change Management Process (CICMP) document;*

IMA Change Management Document;’

Master Redlined CMP Redesign Production Support Language — 12/11/2001;* and
Master Red-lined CLEC-Qwest CMP Re-Design Framework — Interim Draft dated
12/10/2001.°

Production Support Matrix

Reference Production Support Sub- | Effective CICMP® Proposed Redline CMP’

Criteria Process

A Identification and Not documented/missing Not documented/missing
verification procedures

B Evaluation, categorization, | Prioritization decument not TI1676-A section 1.4 provides
and prioritization finalized; CLECs and Qwest still | cursory review of prioritization
procedures determining how prioritization of | process

low severity, Type | category
changes are to be prioritized.

C Internal and external Executive summary, section L1111, | TI1676-A sections 1.5 and 1.6
communication procedures | I1.I, and III cover communication | provide cursory review of
without specific details about communication requirements.

Production Support. No reference
made to Production Support types

"In its response dated 12/28/2001, Qwest stated that “each Qwest back-end system will follow its own
process for problem resolution and prioritization of fixes and communicate status back to the Help Desk.”
KPMG Consulting interprets this to mean that Qwest lacks a single, operational system 1o address
groduction support issues.

The CICMP Document dated 5/11/2001 represents the CMP document in place before the start of CMP
Redesign. Itis located at hitp://www.qwest.com/wholesale/cip/whatiscmp.html.
* The IMA CMP Document dated 11/01/01 and defines the process through which Qwest prioritizes and
?rocesses Change Requests for IMA software releases.

The redline document is located at http.//www.qwest.com/wholesale/cmp/redesign.htm]
* The redline document is located at htip://www.qwest.com/wholesale/cip/redesign html
¢ Effective documentation such as CICMP (05/14/01), Escalation (12/01/00), Qwest RN Enhancements
(12/06/00), and Industry Team CR Prioritization (12/01/00) are available at
http//www.gwest.com/wholesale/cmp/whatiscmp html
7 Proposed redline documents chan ge frequently. The current draft documentation is available at
http:/fwww.gqwest.com/wholesale/cinpfiedesign. himl
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of changes.

Status tracking and
reporting procedures

Section HI.VIIL6 covers CR and
RN databases, not Trouble
Tickets or Production Support

TI676-A section 1.3 provides
cursory review of reporting
processes

Escalation procedures

Escalation document covers CRs
but not Production Support

Not documented/missing

Restoration and closure Not documented/missing Not documented/missing
procedures

Testing procedures, Not documented/missing TI676-B section “Joint Testing
including test Period” provides cursory review of
environments the testing process

Documentation CICMP document executive Not documented/missing

management procedures

summary, section III, and section

IIL.I1.5 define a number of
document requirements,
However, no specifics are
provided.

I Training procedures Not documented/missing Not documented/missing

Owest Formal Response:

In the 01/24/02 response to EXP 3102, Qwest committed to provide an integration document to KPMG by
February 7, 2002. This document has been provided 10 KPMG via the usual data request process. The
Integration Document addresses criteria A and cnteria C — G outlined by KPMG in the “Background”
section of this exception.

Criteria B refers to evaluation, categorization, and prioritization procedures. The Wholesale CMP
prioritization document has not been finalized, pending the completion of CMP Redesign. This pottien of
the redesign effort is anticipated to be completed by February 19, 2002. Qwest will provide an update on
the status of this item by February 22, 2002,

Qwest is in the process of making revisions to the Integration Document that address documentation

management procedures and training procedures identified in criteria H & 1 above. Qwest will provide an
updated version of the Integration Document by February 22, 2002 that will address criteria H and 1.

Attachment(s): None
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EXHIBITH

to AT&T’s Comments on Qwest’s Brief Regarding

Change Management

February 19, 2002



ROC Test of Qwest OSS

Request for Comments on Long Term PID Administration

Background

As part of the Regional Oversight Commitiee’s (ROC’s) third party test of Qwest
Operations Support Systems (OSS), the ROC Technical Advisory Group (TAG) has
collaboratively developed a set of performance indicator definitions (PIDs) that define
Qwest’s on-going petformance measures. This PID development effort was mostly
accomplished during 2000 and the first half of 2001. Since then, there has been a degree
of on-going activity related to the maintenance and improvement of the ROC PIDs.
These activities include refinements to the approved PID definitions due to audit and
OSS test findings, evaluation of newly proposed PIDs and suggested changes to PIDs
resulting from Qwest product and process changes. In addition, the standards for selected
new PIDs which initially were categorized as “Diagnostic” or “To be Determined” have
been reviewed by the TAG based on the availability of several months of actual
performance data.

To date, the on-going administration of the ROC PIDs has been handled in the ROC OSS
Test TAG forum. When the ROC OSS Test is completed, it is expected that the ROC
TAG will be dissolved because its main purpose was to assist with the OSS test.
However, once the OSS test is completed, it is expected that the PIDs will continue to be
utilized as the basis for Qwest’s performance reporting for several years. The TAG has
determined that some level of on-going PID administration is required to support
performance reporting and that the scope, form and structure should be determined on a
collaborative basis prior to the end of the OSS test and dissolution of the TAG. Itis
anticipated that this approach will provide for seamless PID administration going
forward.

Purpose of this Document

The ROC Executive Committee has determined, and parties agree, that for the duration of
the test, the ROC TAG should continue to be the forum for administration of the PIDs,
both test impacting and non-test related PIDs. Issues that cannot be resolved
collaboratively by the TAG should be referred to the Steering Committee for resolution.
The purpose of this Request for Comments is to solicit input from the parties on scope,
form and structure of an entity to oversee PID administration after the ROC OSS test is
completed.
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ROC Test of Qwest OSS

Questions for Consideration

Preliminary discussions in the TAG have indicated that the parties agree that an entity is
necded for on-going PID administration in a post-test environment. The discussions also
included review of a paper on this topic prepared by Wayne Hart of the Idaho staff. A
copy is inserted here for your easy reference.

L4

"post test tag role
final.doc"

Please respond to the following questions regarding structure and process.

10.

1

Once the ROC OSS test is completed, should the ROC PIDs be administered by a
ROC-based entity similar to the ROC OSS TAG, Steering Committee and
Executive Committee structure used for the test?

If the answer to question #1 is yes, please indicate how that should be
accomplished, such as by extension of the current ROC TAG, development of a
new TAG specifically for PID administration or any other suggestions.

If the answer to #1 is no, please describe your recommendations for achieving a
PID administration entity and process outside of the ROC.

What should the scope of the PID administration function be? i.e. changes to
PIDs, oversight of audits, etc? Should the scope of the function be extended
beyond PID administration? If so, to what?

What should be the design of the management and governance structure?
How should the PID administration process work?

How should any costs of PID administration be funded?

How frequently should PID administration activities be conducted?

What are your views on the length of the initial charter/sunset timeframe of this
function?

What other comments do you have regarding on-going PID administration in a
post-test environment?

. Absent a multi-state approach to PID administration, how should PIDs be

administered and incorporated into individual state PAPs?
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ROC Test of Qwest OSS

Comment Filing

Parties should sent comments to Denise Anderson at denise.andersoné6(@verizon.net by
COB on Monday, February 11™ 2002 with a copy also sent to the TAG distribution. For
more information, please

Next Steps

1.

TAG comments on the above questions are due by COB February 11" 2002

2. MTG will provide a summary of the comments by February 18", 2002

3.

As suggested by the parties, one or more conference calls/meetings will be
scheduled during the weeks of 2/18 and 2/25 to provide the opportunity for the
interested parties to collaboratively agree on a PID administration proposal for
consideration by the TAG, ROC and States

MTG will provide an update on the status of this effort to the ROC Executive
Committee at its March 5™ meeting

Additional meetings to finalize the proposal wiil be held as required.

When the interested parties have agreed on one or more proposals for
consideration, the materials will be presented to the TAG.

Once reviewed by the TAG, the proposal(s) will be presented to the Steering
Committee, Executive Committee and ROC. Assuming all entities support the
approach, the ROC will then likely seck formal State participation through a letter
of solicitation.

Contact

For more information, please contact Denise Anderson, ROC Project Manager, at 760-
668-4886 or denise.anderson6(@verizon.net .
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Request for Comments on Long Term PID Administration

Background

As part of the Regional Oversight Committee’s (ROC’s) third party test of Qwest
Operations Support Systems (OSS), the ROC Technical Advisory Group (TAG) has
collaboratively developed a set of performance indicator definitions (PIDs) that define
Qwest’s on-going performance measures. This PID development effort was mostly
accomplished during 2000 and the first half of 2001. Since then, there has been a degree
of on-going activity related to the maintenance and improvement of the ROC PIDs.
These activities include refinements to the approved PID definitions due to audit and
OSS test findings, evaluation of newly proposed PIDs and suggested changes to PIDs
resulting from Qwest product and process changes. In addition, the standards for selected
new PIDs which initially were categorized as “Diagnostic” or “To be Determined” have
been reviewed by the TAG based on the availability of several months of actual
performance data.

To date, the on-going administration of the ROC PIDs has been handled in the ROC OSS
Test TAG forum. When the ROC OSS Test is completed, it is expected that the ROC
TAG will be dissolved because its main purpose was to assist with the OSS test.
However, once the OSS test is completed, it is expected that the PIDs will continue to be
utilized as the basis for Qwest’s performance reporting for several years. The TAG has
determined that some level of on-going PID administration is required to support
performance reporting and that the scope, form and structure should be determined on a
collaborative basis prior to the end of the OSS test and dissolution of the TAG. It is
anticipated that this approach will provide for seamless PID administration going
forward.

Purpose of this Document

The ROC Executive Committee has determined, and parties agree, that for the duration of
the test, the ROC TAG should continue to be the forum for administration of the PIDs,
both test impacting and non-test related PIDs. Issues that cannot be resolved
collaboratively by the TAG should be referred to the Steering Committee for resolution.
The purpose of this Request for Comments is to solicit input from the parties on scope,
form and structure of an entity to oversee PID administration after the ROC OSS test is
completed.
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Questions for Consideration

Preliminary discussions in the TAG have indicated that the parties agree that an entity is
needed for on-going PID administration in a post-test environment. The discussions also
included review of a paper on this topic prepared by Wayne Hart of the Idaho staff. A
copy is inserted here for your easy reference.

i)
"post test tag role
firal.doc®

Please respond to the following questions regarding structure and process.

1. Once the ROC OSS test is corpleted, should the ROC PIDs be administered by a
ROC-based entity similar to the ROC OSS TAG, Steering Committee and
Executive Comrmittee structure used for the test?

AT&T Response - Yes, AT&T believes the PIDs should be administered in a multi-state,
industry-wide forum. The PIDs were designed to measure the performance of Qwest
processes that generally do not have state-to-state variances. Common administration of
the PIDs will offer time and cost efficiencies that would be lost in multiple, state-specific
administration.

AT&T believes the ROC OSS TAG, Steering Committee and Executive Committee
structure has been quite successful in reaching agreement on literally hundreds of PID
related issues. When agreement was not possible in the ROC OSS TAG, the Steering
Committee and Executive Committee appeal processes proved they could make
expeditious and reasoned decisions.

Since the creation of the ROC OSS TAG, Steering Committee and Executive Committee,
other multi-state, industry-wide groups have been created. The Change Management
Process exists and contains two essential elements. The first element is for the
administration of changes to Qwest’s OSS. The second element is for changes to
Qwest’s products and processes. In addition to the two CMP elements, QPAP issues
point towards a multi-state, industry-wide approach to periodic plan reviews, periodic
audits of the performance measurement systems and modifications to either the QPAP or
the PIDs. For example, it would be an inefficient use of time and resources to have
fourteen individual audits of the same Qwest performance measurement systems and
processes.

While the groups and mechanisms for the administration of PIDs, CMP Systems and
CMP Process and Product have been separately developed, it has become increasingly
clear that there is much overlap between the functions. Change requests submitted by
CLECs in the CMP Process and Product forum have been denied because Qwest
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considered the request a PID-related issue. Changes in Qwest’s processes or new Qwest
processes developed through the CMP Process and Product forum have created a need for
new or modified PIDs to measure the performance of the new or modified process.

In addition to the overlap between PIDs, and the CMP Systems and CMP Process and
Product elements, the still developing PAPs are adding to the overlap. For example,
Qwest has submitted change requests in the CMP Systems forum to address its potential
payment liabilities under the Colorado PAP. Also, since the various QPAPs rely upon
the PIDs, there should be no question that the QPAPs, in whatever form, will overlap
with PID administration.

AT&T views the natural interrelationship between the four functions as follows:

CMP
Product/
Process

While AT&T believes the above diagram represents the nature of the interrelationships,
the reality to date has been more like the below diagram:

.e

CMP
Product/

Process

It has been AT&T’s experience that important issues that are partly PID-related and
partly CMP Process and Product-related have been lost in the cracks between the CMP
and the ROC OSS TAG. When raised in the CMP Process and Product forum Qwest has
deemed the issue PID-related that is outside the scope of that forum. When raised in the
ROC TAG, Qwest has argued that the issue is not appropriate for discussion because it
impacts upon Qwest’s products or processes. AT&T is concerned that if the natural
interrelationships are permitted to continue to be ignored, Qwest can use the gaps
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between the forums to delay issues important to the CLECs from being addressed or to
keep the issues from being addressed altogether.

While the Request for Comments is limited to long term PID administration, AT&T
believes one of the more important goals in the development of the Post-271
administrative environment is to ensure that there is a means to keep issues from falling
into the cracks between the various forums.

AT&T is not proposing one super-group to cover PIDs, PAP, and CMP systems, product
and processes changes. However, any model that is developed must recognize and
accommodate the need for joint discussion across one or more of these groups. For
example, one desired change may impact upon Qwest systems, PIDs, and the PAP. The
model should permit joint discussions on the impact of the change between the CMP
elements and the PID and PAP administration groups.

2. If the answer to question #1 is yes, please indicate how that should be
accomplished, such as by extension of the current ROC TAG, development of a
new TAG specifically for PID administration or any other suggestions.

AT&T Response — For the administration of PID related issues, AT&T suggests that the
ROC TAG, Steering Committee and Executive Committee model be followed. That
model has a proven track record of success. However, to accommodate any concerns of
an appearance of delegation of a Commission’s authority to the ROC group, AT&T
suggests that a final layer of administration be added to the top of the ROC model. That
layer would be the right of any party to appeal an agreement or decision from the ROC
group to the individual state commissions.

A combination of the multi-state, industry wide ROC model with the right of appeal at a
state commission takes advantage of the efficiencies of the collaborative model while still
preserving and recognizing the authority of the individual state commissions. A model
that permits the ROC group to do the “heavy lifting” of identifying the issues, creating a
record and proposing consensus agreements or resolution of disputed issues while
providing ultimate authority to the state commissions will ensure that full and complete
records are before the commissions. It should also result in much quicker resolution of
issues across multiple states.

For the parties that may not have the resources to participate in the multi-state, industry-
wide process (i.e. small CLECs and various offices of consumer counsel), the ability to
appeal issues to the individual state commission ensures that the “price of admission” to
the multi-state, industry-wide process is not a barrier to participation at the state level.

3. Ifthe answer to #!1 is no, please describe your recommendations for achieving a
PID administration entity and process outside of the ROC.

AT&T Response ~ Not applicable.
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4. What should the scope of the PID administration function be? i.e. changes to

PIDs, oversight of audits, etc? Should the scope of the function be extended
beyond PID administration? If so, to what?

ATE&T Response — AT&T believes that scope of the PID administration function should
include the following activities:

Requests to delete or add PIDs;

requests to modify existing PID language;

selection of auditors for periodic and CLEC-requested audits;
oversight over the scope of periodic and CLEC-requested audits;
interpretation of PID language; and

determinations of standards to be applied to PIDs (i.e. parity,
benchmarks, diagnostic or TBD).

Apart from the scope of the PID administration activities, AT&T believes the PID
administration function should perform the following roles:

Provide a forum for individual or collective parties to raise and discuss PID-
related issues (whether brought forth initially in this forum or brought in as a
result of CMP or PAP issues),

attempt to drive the parties towards a consensus decision;

when consensus is achieved, record the results of the decision;

when consensus is not achieved, assist in the preparation of the evidence to
support the opposing positions;

resolve disputed issues; and

provide for an appeal process if a party disputes the result of the initial dispute
resolution.

Coordinate/collaborate with the CMP body and parties involved in PAP

discussions, to the extent those groups raise issues that relate to or impact
PiDs.

5. What should be the design of the management and governance structure?

AT&T Comment — AT&T believes the management and governance structure should be
similar to the one employed during the ROC test. Each of the participating states would
have one representative on the Steering Committee. The Executive Committee would
contain seven Commissioners from the participating states.

6. How should the PID administration process work?
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AT&T Response — The parties already have the benefit of the existing PIDs, As a result
the administration should be devoted primarily to fine-tuning of the existing PIDs as well
as additions of new PIDs and deletions of PIDs that are no longer needed. The activities
that would generally be considered PID administration are also many of the same
activities that are identified as being part of the six-month QPAP review. AT&T believes
the PID administration function should be considered the same as the PID activities
identified in the six-month review. Efficiency would dictate that a PID issue raised and
resolved in the PID administration function should not have to be once more addressed as
part of the six-month review process (although some may be implemented at this point).
As part of the six-month review process, increased attention will be devoted to PID
issues. However, the process should permit PID issues to be raised and addressed at any
time.

The administration process itself should follow the process used during the ROC test.
Any party can raise a PID issue. Once an issue is raised, one or more conference calls
will be established to discuss the issue. If consensus on the issue can be reached, the PID
will be modified to reflect the agreement. If agreement cannot be reached, the opposing
parties will prepare impasse statements proposing a solution and advocating why that
solution should be chosen. The Steering Committee will review the impasse statements
and reach a decision. If there is no appeal, the decision will be implemented. If a party
disagrees with a decision of the Steering Committee, it can appeal the decision to the
Executive Committee. The opposing parties will have an opportunity to supplement their
originally filed impasse statements. The Executive Committee will review the relevant
documents and render a decision. If there is no appeal, the decision will be implemented.
If a party disagrees with the deciston of the Executive Committee it can appeal the
decision to the participating states.

7. How should any costs of PID administration be funded?

AT&T Response — As an initial matter, Qwest should be responsible for its own costs as
it administers and maintains the PIDs and the systems and processes supporting the PIDs.
For any other costs, AT&T believes the funding of PID administration should first come
from Tier 2 funds that are paid pursuant to the QPAP. If the Tier 2 funds are insufficient
to cover all the costs of PID administration, Qwest should be responsible for the balance.

ATE&T recommends that withdrawals from the individual state’s Tier 2 funds to support
PID administration should be made in the same relative percentages as Qwest made the
Tier 2 payments. For example, if out of all of the total Tier 2 payments that Qwest made
to all of the states, Wyoming obtained 10%, then 10% of the funds necessary to cover the
PID administration would come from Wyoming’s Tier 2 funds.

8. How frequently should PID administration activities be conducted?

AT&T Response — As previously discussed, the PID administration function should be
considered the six-month review process. Consequently, there should be increased
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attention on PIDs every six months, However, the PID administration activities should
also permit on an as needed basis, other PID issues to be addressed.

9. What are your views on the length of the initial charter/sunset timeframe of this
function?

AT&T Response — The PID administration function should exist, at a minimum, until
there is no Qwest performance assurance plan in effect. Once, a Qwest Performance
Assurance Plan has expired, the participating Commissions should review the
appropriateness of the PID administration function to determine if it should be continued.

10. What other comments do you have regarding on-going PID administration in a
post-test environment?

ATE&T Comment - AT&T has no other comments.

11. Absent a multi-state approach to PID administration, how should PIDs be
administered and incorporated into individual state PAPs?

AT&T Comment — AT&T’s strong preference is that PID administration be performed on
a multi-state basis. However, if that is not possible, then the alternative would be to have
any PID administration issues handled on a state-by-state basis. Should a party wish to
change any aspect of the PIDs, the party would have to seek to have the change made in
each of the appropriate states and have that change incorporated into the PAP.

Comment Filing

Parties should sent comments to Denise Anderson at denise.andersonb@verizon.net by
CQOB on Monday, February 1% 2002 with a copy also sent to the TAG distribution. For
more information, please

Next Steps

1. TAG comments on the above questions are due by COB February 11™ 2002

2. MTG will provide a summary of the comments by February 18", 2002

3. As suggested by the parties, one or more conference calls/meetings will be
scheduled during the weeks of 2/18 and 2/25 to provide the opportunity for the
interested parties to collaboratively agree on a PID administration proposal for
consideration by the TAG, ROC and States

4. MTG will provide an update on the status of this effort to the ROC Executive

Committee at its March 5™ meeting

Additional meetings to finalize the proposal will be held as required.

6. When the interested parties have agreed on one or more proposals for
consideration, the materials will be presented 1o the TAG.

7. Once reviewed by the TAG, the proposal(s) will be presented to the Steering
Committee, Executive Committee and ROC. Assuming all entities support the

b
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approach, the ROC will then likely seek formal State participation through a letter
of solicitation.

Contact

For more information, please contact Denise Anderson, ROC Project Manager, at 760-
668-4886 or denise.anderson6@verizon.net .
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OBSERVATION 3068 — SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 11, 2001
First Response Date: January 6, 2002
Second Response Date: January 15, 2002

OBSERVATION REPORT

An observation has been identified as a result of the Qwest documentation review, and
information gathered during interviews, for the OSS Interface Development Review, Test 24.6.

Observation:

Qwest’s Interconnect Mediated Access (IMA) Electronic Data Interchange (EDI) Stand
Alone Test Environment (SATE) does not offer CLECs sufficient troubleshooting
capabilities.

Background:

Prior to a CLEC’s entering Qwest’s IMA production environment, Qwest allows the CLLEC to
choose between SATE and Interoperability (“Interop™) for testing EDI transactions. For testing,
CLECs use a combination of Data Documents (SATE), Scenario Templates (Interop), and
Disclosure Documents (both environments) to understand the business rules that are necessary to
populate EDI transactions. The Qwest Implementation Team provides support to the CLEC for
progression testing, while a SATE support team provides guidance to CLECs performing
regression testing. Once testing commences, a CLEC must rely on existing documentation or
Qwest personnel to troubleshoot any problems encountered with its EDI transactions,

Issue:

KPMG Consulting has observed, through interviews and documentation reviews, that Qwest
does not provide CLECs with examples of translated EDI input and output files for SATE test
transactions. Thus, CLECs are not able to effectively troubleshoot problems with EDI
transactions, as Qwest does not provide the exact EDI input and output files for a “known set of
good transactions.” If the EDI code were made available, these initial transactions could be run
by the CLEC to determine if the interface is working properly. This would help CLECs laier to
isolate any EDI problems encountered during testing, by increasing the likelihood that an
identified issue relates specifically to the transaction submitted, rather than to the underlying
interface code. The lack of EDI input and output files for these known good transactions
increases both the time and effort necessary to troubleshoot EDI transactions being tested.
Furthermore, if available, CLECs could use the coding information to better conduct root cause
analysis of any problems experienced during transaction testing.

KPMG Consniting acknowledges that Qwest is working collaboratively with the CLEC SATE
user community, and has scheduled a series of meetings to enhance performance and
functionality of the current system. Qwest indicated during the SATE Enhancement Meeting on
Tuesday, November 27, 2001, that it will propose a Change Request (CR) to develop X12 EDI
transaction examples for some of the products that SATE currently supports. These examples
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will use data that are different from the data currently used for the test deck, but that are still
valid for understanding the manner by which to correctly populate an order. The examples will
be intended to provide guidance to CLECs that are attempting to create and test orders in SATE.

Although the proposed CR will address some of the issues included in the context of this
observation, under the terms of the Qwest proposal, CLECs will not benefit from exact EDI
transaction examples for every product, using actual test environment data to troubleshoot
problems that are encountered during testing. Therefore, even after the implementation of
Qwest’s proposed CR, CLECs would still not have complete and sufficient troubleshooting
capabilities at their disposal. Furthermore, this proposed change has not yet been prioritized by
the CLEC community, and would not be able to be implemented until IMA Release Version 10
or 11 at the earliest.

In a Qwest Change Management email notification sent on November 26, 2001, Qwest described
two business purposes for testing in SATE, as follows:

Definition of Real World Scenario Testing

When testing in the Stand-Alone Test Environment, a CLEC generally has one of two basic
business purposes. The first is interface testing where a CLEC is testing for expected results
50 as to test their interface. They may send an LSR such that they will receive a Business
Process Layer (BPL) error. This would be done in order to test that one’s software can
properly receive that error. The second is “real world scenario testing” where no result is
specifically expected. When real world scenario testing, when a CLEC sends an LSR or
pre-order request to Qwest they are asking “what” would happen to this specific LSR if the
world of telephone numbers and circuits in SATE existed in Qwest’s Production Network
and this specific LSR was sent to Production. Test cases, purpose, and processes for “real
world scenario testing” are different from those for interface testing.

KPMG Consulting agrees that SATE offers CLECs the capability to test both the interface
system {code), as well as the business rules that would apply in Qwest’s Production Network
when sending LSRs or pre-order requests. However, KPMG Consulting disagrees that the test
cases and processes for real world scenario testing must be different from those used for
interface testing.

Impact:

Insufficient troubleshooting capabilities could delay a CLEC’s timely IMA EDI implementation.
CLECs could experience unnecessary time and effort attempting to resolve EDI transaction
problems that could be more immediately resolved through a streamlined process in which EDI
input and output files associated with test case scenarios and transactions are provided, in
advance, by Qwest.
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QOwest Formal Response (01/26/01);

During the SATE Users” Group Meeting on November 13, 2001, a request was made for
example X 12 transactions. In response to that request, Qwest agreed to research whether this
request was possible and to return to the next meeting with a proposal.

In the next meeting on November 27, 2001, Qwest proposed providing example EDI mapping
examples for each product and activity and pre-order function supported in SATE, populated
with non-SATE data. Qwest explained that by providing input transactions populated with
SATE data, there would be no way to verify the CLEC could populate the data properly on their
test transactions to move to production. This would increase the risk for both the CLEC and
Qwest when moving a CLEC to the production interface. The CLECs participating on the call,
including the CLEC requesting the example transactions, agreed that example transactions with
non-SATE data would meet their needs. Foliowing is the action item on this topic from the
November 27, 2001 SATE User Group Meeting Minutes:
* Qwest will develop some options for providing X12 EDI mapping examples of the test data.
L1/727/01. Qwest proposed to provide sample X12 EDI mappings populated with non-SATE
data. The CLECs attending agreed to this approach.

Based upon the CLEC response, Qwest believes that populated example X 12 transactions with
non-SATE data will allow CLECs to properly and easily troubleshoot any testing issues.

Qwest acknowledges that this proposed change has not yet been prioritized by the CLEC
community, and would not be able to be implemented until IMA Release Version 10 or 11 at the
earliest. Prioritization by the CLLECs through the Change Management Process will determine
for which release this capability is available. Qwest will submit this issue for CLEC
prioritization at the next CMP meeting.

The meeting minutes from both of these SATE Users’ Group Meetings are attached.

Qwest believes that the processes for “real-world scenario testing” are different from those used
for interface testing because of the nature of testing performed. In interface testing, a CLEC is
testing with the intent to receive a known static response. The goal is to ensure that the CLECs
transactions can be received by Qwest and in return, the CLEC can receive Qwest’s responses.
In real-world scenario testing, the CLEC is testing to determine how an entered scenario would
be processed with all of the variables allowed by the production system, including flowthru. As
a result, the responses in real-world scenario testing are unpredictable and not conducive to
interface testing.

KPMG Consulting’s First Response (01/06/02):

As stated in the initial release of this Observation, KPMG Consulting acknowledges that Qwest,
through a series of user group meetings, has worked directly with the CLEC community to
determine functional enhancements to SATE. KPMG Consulting further acknowledges that a
Change Request (CR} has been created by Qwest to provide X 12 EDI mapping examples for
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each product and activity and pre-order function supported in SATE, populated with non-SATE
data, Additionally, in Qwest’s response dated December 19, 2001, Qwest stated the following:

“Owest acknowledges that this proposed change has not yet been prioritized by the CLEC
community, and would not be able to be implemented until IMA Release Version 10 or 11 at the
earliest. Prioritization by the CLECs through the Change Management Process will determine
for which release this capability is available. Qwest will submit this issue for CLEC
prioritization at the next CMP meeting.”

Although it appears that Qwest’s proposed CR provisions, when implemented, will adequately
address the issue of providing sufficient troubleshooting capabilities to CLECsS, this CR has not
yet been prioritized through Qwest’s Change Management Process (CMP). Once prioritized
through the CMP, several major releases of IMA may need to occur before this CR can be
implemented. KPMG Consulting cannot determine that the issue raised in this Observation has
been sufficiently addressed until the proposed action has been fully implemented by Qwest.

Qwest defines “real-world scepario testing,” as stated in the response to this Observation, as
follows:

“In real-world scenario testing, the CLEC is testing to determine how an entered scenario would
be processed with all of the variables allowed by the production system, including flowthru. As a
result, the responses in real-world scenario testing are unpredictable and not conducive to
interface testing.”

KPMG Consulting is unclear as to why the responses in real-world scenario testing are
unpredictable. Functional results, not actual data records, from test scenarios submitted through
the SATE testing environment should mimic the production environment.

KPMG Consulting recommends that Observation 3068 remain open until Qwest has tully
implemented all provisions of the proposed CR, and has notified the CLEC community of the
changes enacted.

Owest Response to KPMG’s Comments (01/11/02):

After evaluating the CR, Qwest determined that the request for populated EDI maps only has
documentation impacts and no system impacts. As a result, Qwest is able to implement this CR
independent of a SATE release.

The effort to create example populated EDI maps for all SATE supported products and activities
is extensive. Qwest will create a new document to contain these examples. While the effort is
release independent, the document will be a release specific document created for release 9.0 by
03/08/02. This will be issued to the CLEC community using the Release Notice process.

As to the “real-world scenario testing” question from KPMG, Qwest did not intend to imply that
the responses issued during “real-world scenario testing” did not mimic production. These
responses will mimic the world of production flow through. However, as a CLEC may not
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understand ali flow through rules and processes, the CLEC's ability to predict a transaction’s
outcome may be difficult. In this sense, “real-world scenario testing” is more unpredictable than
other SATE testing.

Although nothing in Qwest’s EDI implementation processes will preclude a CLEC from using
“real-world scenario testing” as interface testing cases, it may be easier for a CLEC to use the
more predicable VICKI responses when performing implementation or migration testing. A
CLEC can choose to use “real-world scenario testing” or interface test scenarios and their
responses to meet the requirements of moving to production,

KPMG Consulting’s Second Response (01/15/02):

Based on Qwest’s January 11, 2002 response, KPMG Consulting acknowledges that the
proposed documentation may satisfy the concern outlined in this Observation. However, in its
response, Qwest stated that the effort to prepare example EDI input and output files for known
good transactions will not be compieted until on or before March 8, 2002. Once the proposed
documentation for populated EDI maps is publicly released, and the CLEC community is
notified, KPMG Consulting will review the documentation to ensure that it adequately addresses
the issue raised in this Observation.

KPMG Consulting recommends that Observation 3068 remain open until Qwest completes
the proposed EDI sample map documentation, and it has notified the CLEC community of
the changes enacted.

Attachment(s): None
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Initial Release Date: November 7, 2001
First Response Date: January 8, 2002
Second Response Date: January 24, 2002

EXCEPTION REPORT

An exception has been identified as a result of the Qwest documentation review, and information
gathered during interviews, for the Test 24.6 OSS Interface Development Review.

Exception:

Qwest’s Interconnect Mediated Access (IMA) Electronic Data Interchange (EDI) Stand
Alone Test Environment (SATE) does not offer CLECs sufficient testing capabilities.

Background:

Qwest employs a phased approach for CLECs that wish to develop an IMA/EDI application-to-
application interface with Qwest’s OSS systems. The steps of the current process are listed
below:

Initial Communications (includes Kick Off conference call)
Project Plan (proposed/negotiated)

Requirements Review (by the CLEC)

Firewall Rules and [A-to-JA Testing

Testing - Interoperability and/or SATE environment
Controlled Production

Production (“Turn-Up™)

A 2l e

Qwest developed SATE in May 2001 as an alternative testing environment to the Interoperability
environment. By creating SATE, Qwest now offers CLLECs the option between the
Interoperability environment and SATE for testing their IMA EDI interface. The latest version,
SATE 8.01, was implemented as of October 22, 2001.

Issue:

KPMG Consulting has observed through interviews and documentation reviews, that the IMA
EDI SATE does not provide sufficient testing capabilities for CLECs prior to connecting to
Qwest’s production systems. Certain limitations in the IMA EDI SATE have been 1dentified,
including the following:

m  SATE does not offer true end-to-end testing capabilities through to Qwest’s provisioning and
billing systems. Currently, SATE does not generate post-order responses in the same manner
as they are created in the production environment. Specifically, a Test System Engineer

! EDI Implementation Guidelines — for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FBDL), Version 6.0, Released Qctober (1, 2001, Section 2, Implementation Activities, p.6.
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(TSE) manually provides responses to the CLEC that would be system-generated in the
production environment (e.g. firm order completion notices, and other post-order responses
such as rejections). Manual response generation is not represeniative of the production
environment, and does not provide adequate assurance that CLECs will see similar
transaction behavior once in production. Additionally, manual intervention increases the risk
of human error.

Flow-through orders are not supported in SATE, even though these types of orders will be
processed in the production environment. Therefore, CLECs are unable to truly test the
ability of orders to flow-through (no manual intervention) the IMA systems in production.
CLECs will only have limited ability to evaluate the behavior of the system in a manner that
is consistent with flow-through orders in production. A test environment should mirror the
production environment, and provide evidence of what is to be expected when entering
production, including flow-through behavior.

The volume of order responses supported in SATE is restricted due to manual response
handling. As stated in the IMA EDI Implementation Guidelines’:

“As with the Interoperability environment, Post-Order responses are manually generated
in SATE and may include Rejects, FOCs, Jeopardys, and Completions. Responses will
be generated on posted SATE operation business days as follows:

s FOCs - each day for the first ten Order transactions received the prior business day.
e Progression responses - as negotiated in Project Plan
» Regression responses other than FOCs - within 5 days of a request for a response”

The number of responses that a CLEC receives in automated format should not be restricted.
Because SATE does not support automated response handling, the CLEC can only receive a
prescribed number of responses to its order transactions. This capacity limitation does not
adequately mirror the production process, and does not allow the CLEC the ability to test
large volumes of orders and the expected response behaviors.

The data contained within the order responses is not consistent, and may not mirror the data
that would be found in production responses. According to the IMA EDI Implementation
Guidelines®:

“In SATE, pre-order and order transactions are created using Qwest-provided data that,
when submitted to SATE, will return consistent responses. These responses will enable
the SATE user to test the EDI mapping structure. Those responses will hold data that
could appear in production, however, may not match the response that would be
received on the same query sent to the Interoperability or Production Environment.

2 EDI Implementation Guidelines — for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FRDL}, Version 6.0, Released October 11, 2001, Section 2, Implementation Activities, p.16.
7 EDI Implementation Guidelines — for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FBDL), Version 6.0, Released October 11, 2001, Section 2, Implementation Activities, p.15.

02/19/2002
ﬂ#xnﬂ Consulting Page2of 14



EXCEPTION 3077 - SECOND RESPONSE
Qwest OSS Evaluation

The error codes returned in SATE will mirror the Production environment. Verbiage on
outbound responses in SATE may not exactly mirror what would be returned from
Qwest production systems or represent the actual message/data content expected from
the result of the transaction.”

The inability to provide consistent data within the EDI order responses impacts the CLEC’s
ability to accurately assess the expected outcomes of orders. Additionally, it impairs the
CLEC’s ability to analyze EDI problems when the CLEC cannot consistently compare actual
data outcomes to expected data outcomes.

As a result of an interview with a Qwest employee on September 12, 2001, KPMG
Consulting requested clarification for the paragraph quoted above from the EDI
Implementation Guide (Data Request No. ID128). Qwest responded that identical queries
created in SATE and production may receive different responses due to the differences
betwejm the test deck data in SATE and the account data in production. Qwest specifically
stated ™.

“For example, an address validation query for "999 Van Cleve Rd" would result in an
"Exact Match™ in SATE, but "No Match" in production. Alternatively, the address "1999
Broadway" would result in an "Exact Match" in production, but no match in SATE.”

KPMG Consulting understands that the differences in the test deck data could potentially
yield different results in SATE and production. As long as the processing logic in SATE and
production is identical, this 1s not considered a system deficiency. However, Qwest
continues in its response as follows:

“Second, SATE stubs do not hold some of the error messages held in production. For
example, a query in production for a certain telephone number might result in an error
message that says "Host Not Found." In SATE, the CLEC might receive "Bad
NPA/NXX." In all cases, the error message received will be a real production error
message and in all likelihood, it will be the error message received on such a query,
however, such functionality cannot be guaranteed. If a CLEC would like to receive a
certain error message in SATE, they can request it be added via the SATE Data Request
Process.”

KPMG does not understand how different error messages could be received in SATE versus
production for identical queries. The response processing logic for SATE should replicate
the logic in production, and therefore, no differences should exist between the error messages
received in the two environments for identical queries. Based on Qwest’s clarification,
KPMG Consulting still believes that there is a potential deficiency with SATE in that
response data is not necessarily consistent with production.

Impact:

* Qwest response (o Data Request ID 128 received by KPMG Consulting on September 27, 2001
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A limited or insufficient testing environment could delay the timely implementation of a CLEC’s
IMA EDI release. Also, problems could arise in the production environment that may have
otherwise been avoided if SATE more closely mirrored the production environment. These
factors could increase a CLEC’s operating expenses as a result of additional time required to
ensure the functionality of the systems, and could inhibit revenues if delays hinder a CLEC’s
ability to service its custormers.

Owest Formal Response (11/20/01):

The following paragraphs outline Qwest’s response to the four concerns raised by KPMG
regarding SATE. Each issue has been briefly recapped to more easily correlate the response.
Each response identifies current capabilities that are provided and if Qwest has any current plans
to enhance the SATE in that area.

1. KPMG concern: SATE does not generate post-order responses in the same manner as they are
created in the production environment.

Currently, a Qwest Technical Support Engineer (TSE) uses IMA to create Firm Order
Confirmations (FOCs), manual rejects, jeopardies and non-fatal error transactions. IMA then
automatically sends the transaction to the CLEC. This manual generation represents what the
Interconnect Service Center representative’s actions would be in production. However, if the
LSR were to flow through, SATE and the Interop environment do not currently automatically
generate the FOC, Jeopardy, or Completion that could occur in production. An automatically
generated FOC, Completion and other post-order response does occur when the CLEC is
performing their Controlled Production Testing,

Additionally, Qwest will provide automated post-order responses in SATE by January 28,
2002.With the launch of automated post-order transactions in SATE, new test scenarios will
pravide the CLEC with the ability to experience the behavior of IMA consistent with production
timing of post-order transactions. It will also ensure that CLECs receive automated responses
consistent with those received in production, negating any risk from manual handling. While the
current SATE and Interop environments allow the CLEC to test all post order transactions in
their EDI interface, these changes will resolve any timing concerns or concerns resulting from
manual handling.

¢ Note: Those post-order transactions currently done manually by an Interconnect Service
Center (ISC) representative in production will not be automated. Those transactions, as well
as the status updates that follow them, will be done manually using the same interface used
today in production by an ISC representative.

2. KPMG concern: Flow through orders are not supported in SATE

Qwest currently works with CLECs to improve their flow through numbers and help CLECs
improve their business processes to achieve greater flow through in two ways. First, Qwest as
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part of its standard EDI implementation process educates CLECs on the key elements affecting
flow through. Second Qwest works weekly on an individual basis as needed to provide training
that can help a CLEC improve its flow through numbers. This training allows a CLEC to
improve its business process, while SATE testing focuses on interface testing and therefore the
timing based scenarios referenced in Item 1 above.

Additionally, Qwest will enhance the SATE environment to add a test flow through system and
test Service Order Processors (SOPs). Qwest will implement the test flow through capability for
Western region POTS flow LSRs during the first quarter of 2002. Qwest will implement the
remainder of test flow through capabilities by May 20, 2002. Once flow through is implemented
in SATE, CLECs will have the option to choose when they want their SATE transaction to be
sent to the test flow through systems, or receive a specific test scenario response. If the CLEC
chooses to have their transaction sent through the test flow through systems, only flow through
eligible LSRs will successfully flow. LSRs, which are not eligible for flow through, will be sent
to the queue for manual handling. The option to send the test LSR to the flow through systems
will allow the CLEC to experience an immediate response once the flow through order is
successfully processed and a manual response if flow through is not successful. CLECs will also
be able to contact Qwest regarding the flow through of those LSRs sent to SATE for flow
through testing.

3. KPMG concern: The volume of order responses supported in SATE is restricted due to
manual response handling.

First, Qwest does not currently limit the number of post order transactions sent to those CLECs
working to implement an EDI interface with Qwest or migrating to a new release of IMA.
Qwest only limits the number of post order transactions within a certain window for those
CLECs in regression testing. Qwest will however update its EDI Implementation process and
the EDI Implementation guide by 12/03/01 to allow CLECs in regression testing to negotiate
post-order transaction testing processes. At a CLEC’s EDI kick-off conference call, Qwest will
negotiate the number of, and manner in which, manual post-order transactions will be sent. The
current process, previously agreed to via a CLEC vote, will be used as a starting point for all
negotiations.

Second, the post order automation referenced in Item #1 will provide the CLECs with two
enhancements. It insures that production timing and scenarios can be tested and it eliminates the
need for much of the manual handling done for post order transactions in SATE today. For most
post order transactions, a CLEC will no longer need to contact Qwest and request a manual post-
order transaction be sent. They can request the specific transaction be sent as part of their test
scenario and it will automatically be sent as a result. For those transactions still requiring
manual handling (transactions manually handled by an Interconnect Service Center
representative in production) after this automation, Qwest representatives will continue to issue
responses manually as negotiated at the CLEC’s EDI kick-off conference call.

4. KPMG concern: The data contained within the order responses is not consistent, and may not
mirror the data that would be found in production responses.

02/19/2002
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The data instances in SATE are different from production data instances in that SATE contains
facilities, addresses, CSRs, and other data instances that do not exist in production. The type of
data in SATE mirrors production data, but the SATE data instance is not identical to production
data instances. SATE does not contain production data so that a CLEC can easily test any
production scenario without concern for end-user or contract-based privacy issues. The CLEC
does have the ability to test all relevant situations such as those described in the example of
obtaining an “exact match” using the address “999 Van Cleve Rd”. A CLEC could test multiple
situations in order to understand responses and the conditions that cause them to occur.

Second, SATE uses specific test data and planned test responses. The responses are similar to

production responses as detailed below:

» SATE uses a production (or, in the month prior to an IMA release, pre-production) instance
of IMA. Using a production release of IMA ensures that the condition and EDI format of all
error messages sent to a CLEC are identical to those messages in production. The business
rules by which a message is returned are also identical in SATE and IMA production.

* In SATE those error messages originating from a downstream system are SATE specific to
test deck scenarios, which reflect actual production scenarios. These error messages are
returned under the same business conditions as in production. If a CLEC wants additional
test scenarios, they can request them via the SATE Data Request process.

o Qwest regularly reviews its SATE error messages to ensure that they match production error
messages.

SATE allows CLECs to test their code and certify their system to IMA. A CLEC will generally
not code to the content of an error message, but to the conditions of the error and the system’s
published APIs to ensure the flexibility of the software and to decouple the dependency of their
systems on Qwest’s systems. SATE returns error messages consistent with IMA business rules
and EDI Disclosure Documents.

Conclusion

In addition to the above stated planned enhancements to SATE, Qwest has established a working
sub-team of CMP members to further analyze and define test environment needs to ensure Qwest
continues to meet the CLEC’s testing objectives. The introduction of the test environment
requirement sessions was done at the 10-18-01 CMP meeting and the first meeting was held on
11-06-01. Qwest has included in this meeting minutes of this first meeting. The purpose of the
sessions is to collaboratively define any additional needs for the test environment. System
enhancements resulting from the CLEC requirements sessions will be submitted as Change
Requests to the CMP process and prioritized for implementation. The Change Requests can also
include upgrades to the test scenarios that will allow the CLECs to more extensively test either
their EDI interface, or their business process and LLSR construction.
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Owest Supplemental Response (12/04/01):

Qwest stated the following in the 11/20/01 formal response:
“Qwest will however update its EDI Implementation process and the EDI
Implementation guide by 12/03/01 to allow CLECs in regression testing to negotiate
post-order transaction testing processes."”

Qwest completed the EDI Implementation process and guideline updates on 11/30/01. The EDI
Implementation Guideline document is posted on Qwest’s Wholesale web site at:
http://www.uswest.com/wholesale/ima/edi/document.htmi

The associated industry notification was issued on 12/3/01 with the subject line, “EDI
Implementation Guidelines for Interconnect Mediated Access (IMA) and Facility Based
Directory Listings (FBDL) Updated.”

Owest Supplemental Response (12/21/01):
The numbers below correspond to the number used in the 11/20/01 response:

2. Qwest will implement the addition of flowthru capability to SATE in two phases. The first
phase is scheduled to be available on February 20, 2001. This phase will include POTS and
UNE-P POTS flowthru for Western region LSRs. The second phase will include implementation
of all other flowthru eligible products and POTS and UNE-P POTS in the central and eastern
regions. This phase is scheduled to be completed prior to May 20, 2002. Qwest will issue a
Release Notice announcing the deployment of each release.

3. Qwest does not limit the number of response transactions a CLEC may receive while testing
in SATE.

The current IMA EDI Implementation Guide reflects the following information regarding the
amount of transaction responses:

In the Project Plan Development/Negotiation section (page 11):

Qwest will negotiate the number of, and manner in which, manual post-order transactions
will be returned to the CLEC. The current approach for returning these responses,
previously agreed to via a CLEC vote in CMP, will be used as a starting point for all such
negotiations.

In the SATE Transaction Responses section (page 25):

Post-Order responses are manually generated in SATE and may include Rejects, FOCs,
Jeopardies, and Completions. Responses will be generated on posted SATE operation
business days as follows:

e FOCs - each day for the first ten Order transactions received the prior business day.

02/19/2002
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» Progression responses other than FOCs - as negotiated in the Scenario Summary

In Appendix A:
| IMPLEMENTATI | PROGRESSION PROGRESSION | REGRESSION
ON AREAS Interoperability Stand Alone Stand Alone
Environment Environment Environment
Number of As negotiated in As negotiated in As negotiated in
Transactions Project Plan Project Plan Usage Plan
Permitted

These statements do not mean that responses are limited, only negotiated. As responses in the
present environment are manual, Qwest has implemented processes to allow Qwest to ensure
that proper staffing levels are available for all CLEC testing. Nothing in the above statements
are intended to indicate that the volume is limited.

Additionally, when post-order responses are automated with the release of SATE 9.0, CLECs
will be able to receive automated responses for their LSRs. The IMA EDI Implementation
Guide will be updated accordingly. The updated IMA EDI Implementation Guide for 9.0 will
be published on January 21, 2001 with an associated Release Notification.

4. All known differences between the production and IMA versions of SATE are included in

the Overview section of the IMA EDI SATE Data Document. As part of the creation of the
initial SATE requirements, any case where SATE had to differ from production due to a
functional requirement for SATE was noted to be included in the data document.

On an ongoing basis, every candidate that is placed into IMA is placed into SATE. If the
implementation in SATE causes the system behavior to differ from production, this will be
added to the Overview section of the IMA EDI SATE Data Document.

The SATE PID (PO-19) will help ensure that Qwest has a complete and accurate data
document in the future. The PID will test on a monthly basis that the data in the data
document reflects the data in the system. This will help CLECs to feel confident that a
successful test in SATE will mean a successful move to production.

Based upon the confidential information provided, Qwest observed a common theme in three
of the four attached issues. Issue 1, 3, and 4 were all cases of mannally generated responses
not system generated responses. Thus, these are not problems with the system being out of
synch with production. The implementation of automated post-order responses in SATE will
resolve this issue. Qwest is modeling the content of the responses afier actual similar post-
order responses from production. This will ensure that the responses provided to CLECs in
SATE reflect those used in production.

Issue 2 : In Qwest’s CLEC CMP SATE User’s Group, a CR has been created to change aill
SATE NPA-NXX values to utilize those that are valid in LERG.

02/1942002
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As part of the flowthru upgrade to SATE, Qwest must change all NPA-NXX and other
central office values to match those valid in production. The flowthru system relies on valid
production data. As a resnit, this request will be fulfilled in two phases to correspond to the
SATE flowthru upgrades.

KPMG Consulting’s First Response (01/08/02):

KPMG Consulting has addressed each of the points outlined in Qwest’s November 20 and
December 21, 2001 responses. Below, KPMG Consulting has recapped each of the major SATE
issues, along with a response.

1.

SATE does not generate post-order responses in the same manner in which they are created
in the production environment.

In its response dated November 20, 2001, Qwest states that, “Qwest will provide automated
post-order responses in SATE by January 28, 2002. With the launch of automated post-order
transactions in SATE, new test scenarios will provide the CLEC with the ability to experience
the behavior of IMA consistent with production timing of post-order transactions. It will also
ensure that CLECs receive automated responses consistent with those received in

production, negating any risk from manual handling.”

Based on Qwest’s response and proposed SATE enhancements, KPMG Consuling
understands that Qwest plans to address the issue of post-order automation within SATE.
Qwest has announced the introduction of the Virtual Interconnect Center Knowledge Initiator
{VICKI) that will become effective in January 2002. In its White Paper released on January
3, 2002, Qwest has reiterated the business need driving this change: “Production-like Flow
Through systems are needed for a CLEC to test whether a given LSR would Flow Through if
sent to production.”” However, until such proposed enhancements are implemented, the
current test environment does not provide a CLEC with an accurate representation of the
production environment, due to its current manual handling of responses. Therefore, KPMG
Consulting recommends that this issue remain open until the proposed enhancements are
fully implemented in SATE.

Flow through orders are not supported in SATE.

In its response dated November 20, 2001, Qwest states, “Qwest will enhance the SATE
environment to add a test flow through system and test Service Order Processors (SOPs).
Qwest will implement the test flow through capability for Western region POTS flow LSRs
during the first quarter of 2002. Qwest will implement the remainder of test flow through
capabilities by May 20, 2002. Once flow through is implemented in SATE, CLECs will have
the option to choose when they want their SATE transaction to be sent to the test flow
through systems, or receive a specific test scenario response. If the CLEC chooses to have
their transaction sent through the test flow through systems, only flow through eligible LSRs

* A White Paper on Flow Through in The Stand Alone Test Environment (SATE), January 3, 2001, V1.00, p. 3.
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will successfully flow. LSRs, which are not eligible for flow through, will be sent to the
quene for manual handling. The option to send the test LSR to the flow through systems will
allow the CLEC to experience an immediate response once the flow through order is
successfully processed and a manual response if flow through is not successful.”

Qwest further clarified the anticipated SATE flow through enhancements in its December 21,
2001 respouse by stating, “Qwest will implement the addition of flowthru capability to SATE
in two phases. The first phase is scheduled to be available on February 20, 2001. This
phase will include POTS and UNE-P POTS flowthru for Western region LSRs. The second
phase will include implementation of all other flowthru eligible products and POTS and
UNE-P POTS in the central and eastern regions. This phase is scheduled to be completed
prior to May 20, 2002. Qwest will issue a Release Notice announcing the deployment of
each release.”

Based on its responses and proposed SATE enhancements, KPMG Consulting acknowledges
Qwest’s plans to address the issue of flow through capabilities within SATE. However, until
such proposed enhancements are implemented, the current test environment does not provide
a CLEC with an accurate representation of the production environment’s flow through
capabilities. Therefore, KPMG Consulting recommends that this issue remain open until the
proposed enhancements are fully implemented in SATE, and confirmed and reviewed by
KPMG Consulting in cooperation with end users.

3. The volume of order responses supported in SATE is restricted due to manual response
handling.

In its response dated November 20, 2001, Qwest states, “Qwest does not currently limit the
number of post order transactions sent to those CLECs working to implement an EDI
interface with Qwest or migrating to a new release of IMA. Qwest only limits the number of
post order transactions within a certain window for those CLECs in regression testing.”

In its response dated December 21, 2001, Qwest quotes the latest version of the EDI
Implementation Guide, stating:

“Post-Order responses are manually generated in SATE and may include Rejects, FOCs,
Jeopardies, and Completions. Responses will be generated on posted SATE operation
business days as follows:

e FOCs - each day for the first ten Order transactions received the prior business day.
o Progression responses other than FOCs - as negotiated in the Scenario Summary. "6

For SATE regression testing, the ED] Implementation Guide states:

¢ EDI Implementation Guidelines—for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FBDL), Version 8.0, Released November 30, 2001, Section 2, Implementation Activities-Progression Testing,
p-25.
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“Qwest provides FOCs each business day for the first ten product Orders received the prior business
day. ISC Rejects, Jeopardies, Non-Fatals, Status Updates, and Completions are provided within 5
business days of a request for a response.”’

Finally, Ag)pendix A of the EDI Implementation Guide states the following regarding EDI
responses :

IMPLEMENTATION | PROGRESSION PROGRESSION REGRESSION
AREAS Interoperability Stand Alone Stand Alone
Environment Environment Environment
EDI Response Provided by TSEs Provided by TSEs Provided by TSEs
Qwest provides direct Qwest provides direct  (Responses other than FOCs
feedback on error feedback on error generated within 5 business
conditions and responses | conditions and days of e-mail request
as negotiated in the responses as negotiated indicating specific PONs &
Project Plan in the Project Plan INONUMS needing a
response.
FOCs sent each business day
for the first ten Orders or
transactions received the
L prior business day.

The section of Appendix A that Qwest provided in its December 21, 2001 response describes
a limitation in the number of transactions submitted to SATE, not the number of post order
responses received from the test environment.

For both progression and regression testing in SATE, it appears that Qwest currently places a
limit on the number of FOCs generated, due to the manual handling of those responses. The
other post order responses are negotiated, also due to the manual handling of those responses.
This capacity limitation in SATE is not indicative of the production environment, and,
therefore, is considered to be a deficiency in the test environment. Although Qwest intends
to automate post order responses, as noted in Point 1 of Qwest’s November 20, 2001
response, CLECs are currently constrained by the number of post order responses that they
can receive in SATE. Therefore, KPMG Consulting recommends that this issue remain open
until Qwest can directly address the post order capacity restraint in SATE.

4. The data contained within the order responses is not consistent, and may not mirror the data

that would be found in production responses.

In its response dated December, 2001, Qwest states, “All known differences between the
production and IMA versions of SATE are included in the Overview section of the IMA ED]

" EDI Implementation Guidelines—for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FBDL), Version 8.0, Released November 30, 2001, Section 2, Implementation Activities—Regression Testing, p.41.
* EDI Implementation Guidelines—for Interconnect Mediated Access (IMA) and Facility Based Directory Listings
(FBDL), Version 8.0, Released November 30, 2001, Appendix A, p.72.
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SATE Data Document. As part of the creation of the initial SATE requirements, any case
where SATE had to differ from production due to a functional requirement for SATE was
noted to be included in the data document. On an ongoing basis, every candidate that is
placed into IMA is placed into SATE. If the implementation in SATE causes the system
behavior to differ from production, this will be added to the Overview section of the IMA EDI
SATE Data Document.”

KPMG Consulting’s expectation is that test environment transaction responses should mirror
those from the related production environment. Accordingly, CLECs can gain a reasonable
level of assurance that they will receive the same results for the transactions they are testing,
once they migrate into production. This should facilitate a smooth transition into production
for CLECs, and minimize problems for both the CLEC and Qwest. Although the known
differences between the behavior of SATE and the production environment are documented
in the SATE Data Document, this does not negate the fact that SATE does not completely
mirror the production environment.

Additionally, in its response dated December 21, 2001, Qwest stated, “The SATE PID (PO-
19) will help ensure that Qwest has a complete and accurate data document in the future.
The PID will test on a monthly basis that the data in the data document reflects the data in
the system. This will help CLECs to feel confident that a successful test in SATE will mean a
successful move to production.”

Although the proposed SATE PID, when implemented, will test the data in the data
document by running transactions in SATE, it does not contain provisions to run the test deck
in the production environment. Therefore, it provides no assurance that the same results will
be achieved in the production environment.

KPMG Consulting found specific examples, during its review of CLEC testing experiences,
for which the EDI response in SATE differs from the EDI response that would be found in
production. The ditferences relate to EDI segments and data that are normally found in
production transactions, but did not appear in the equivalent SATE transactions. As per the
Focus Observation & Exception Call held on Thursday, December 6, 2001, KPMG
Consulting agreed to provide Qwest with specific examples for which SATE results did not
match the resuits obtained in the production environment. KPMG Consulting provided these
in a separate, confidential document.

After its review of the confidential data, Qwest stated in its response dated December 21,
2001, “Issue 1, 3, and 4 were all cases of manually generated responses not system
generated responses. Thus, these are not problems with the system being out of synch with
production. The implementation of automated post-order responses in SATE will resolve this
issue.”

Qwest addresses the last item by stating, “As part of the flowthru upgrade to SATE, Qwest
must change all NPA-NXX and other central office values to match those valid in production.

02/19/2002
bebigl Consulting Page 12 0f 14



EXCEPTION 3077 - SECOND RESPONSE
Qwest OSS Evaluation

The flowthru system relies on valid production data. As a result, this request will be fulfilled
in two phases to correspond to the SATE flowthru upgrades.”

Based on Qwest’s review of the confidential data and its response, KPMG Consulting
believes that Qwest will address these issues with the SATE planned enhancements.
However, until such proposed enhancements are implemented, the current test environment
does not provide a CLEC with an accurate representation of the production environment.
Therefore, KPMG Consulting recommends that this issue remain open until the proposed
enhancements are fully implemented in SATE.

KPMG Consulting’s expectation is that test environment transaction responses should mirror
those from the related production environment, Accordingly, CLECs can gain a reasonable
level of assurance that they will receive the same results for the transactions that they are
testing, once they migrate into production. This shouid facilitate a smooth transition into
production for CLECs, and minimize problems for both the CLEC and Qwest. Until Qwest
can provide assurance that SATE produces results that are consistent with those that would
be expected in the production environment, KPMG Consulting recommends that this issue
remain open.

KPMG Consulting recommends that Exception 3077 remain open until Qwest can address
the stated SATE deficiencies, or implement the proposed enhancements.

Owest Supplemental Response (01/23/02):

Qwest committed to the following action item in the 12/21/01 response:
“When post-order responses are automated with the release of SATE 9.0, CLECs wili be
able to receive automated responses for their LSRs. The IMA EDI Implementation Guide
will be updated accordingly. The updated IMA EDI Implementation Guide for 9.0 will be
published on January 21, 2001 with an associated Release Notification.”

Qwest completed the updates to the IMA EDI Implementation Guide on 1/22/02 (pp. 30-34).
The updated document can be accessed on Qwest’s Wholesale web site at:
http://www.gwest.com/wholesale/ima/edi/document.html. The associated industry notification
was issued on 1/22/02 with the subject line, “9.0 Release Implementation Guide, FAQ, IMA EDI
Corrective Procedures and Error Codes Document and the FBDL ED1 Corrective Procedures and
Confirmation/Estor Codes.”

KPMG Consulting’s Second Response (01/24/02):

KPMG Consulting reviewed the updated EDI Implementation Guide, dated January 21, 2002,
about which Qwest notified CLECs on January 22, 2002. KPMG Consulting noted the
additional and revised information relating to the upcoming implementation of the Virtual
Interconnect Center Knowledge Initiator (VICKI) in SATE Version 9.0.

024152002
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EXCEPTION 3077 — SECOND RESPONSE
Qwest OSS Evaluation

As stated in previous responses to this Exception, Qwest has asserted that it will be making
several enhancements to SATE over the coming months. Although these enhancements are
expected to collectively address the identified test environment issues, Qwest does not anticipate
completing the proposed changes until May 20, 2002. Therefore, KPMG Consulting will
respond to each enhancement once it has been fully implemented, and the CLEC community has
been notified per the release management schedule.

KPMG Consulting recommends that Exception 3077 remain open until Qwest can address
the stated SATE deficiencies, or implement the proposed enhancements.

Attachments: None
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ROC Observation & Exception Formal Response

Test Vendor 1D: EXP 3095

Owest Internal Tracking 1D: TI 765

Observation/Exception Title: Testing Capabilities not Offered for all Products
Test Type/Domain: Test 24 - CLEC Support Processes

Date Qwest Received: 1271272001

Initial Response Date: 12/19/2001

Supplemental Response Date: 01/30/2002

Test Incident Summary:

An exception has been tdentified as a result of the Qwest documentation review, and information gathered
during interviews, for the OSS Interface Development Review, Test 24.6,

Exception:

Qwest’s Interconnect Mediated Access (IMA) Electronic Data Interchange (EDI) Stand Alone Test
Environment (SATE) does not offer CLECs testing capabilities for all Qwest products offered in
production.

Background:

Qwest employs a phased appreoach for CLECs thar wish to develop an IMA/EDI application-to-application
interface with Qwest’s OSS systems. The steps of the current process are listed below:’

Initial Communications {includes Kick Off conference call)
Project Plan (proposed/negotiated)

Requirements Review (by the CLEC)

Firewall Rules and IA-to-IA Testing

Testing - Interoperability and/or SATE environment
Controlled Production

Production (“Turn-Up”)

N R -

Qwest developed SATE in May 2001 to serve as an alternate testing environment to its Interoperability
environment. By creating SATE, Qwest now offers CLECs the option of using either the Interoperability
environment or SATE for testing their IMA EDI interfaces. The latest version, SATE 8.01, was
implemented as of October 22, 2001.

Issue:
KPMG Consulting has observed, through interviews and documentation reviews, that the IMA EDI SATE

does not offer testing capabilities to CLECs, prior to connecting to Qwest’s production systems, for all
Quwest resale products. The following IMA EDI SATE limitations have been identified:

' EDI Implementation Guidelines — for Interconnect Mediated Access (IMA) and Facility Based Directory
Listings (FBDL}, Version 6.0, Released October 11, 2001, Section 2, Implementation Activities, p.6.
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ROC Observation & Exception Formal Response

#®  SATE does not allow for testing of all of the products that are supported in the IMA production
environment. Currently, SATE only supports the following transactions®:

Pre-Order

Address Validation (Numbered Addresses only)
Appointment Scheduling

Cancel TN/Appointment

Connecting Facility Assignment

Facility Availability (Unbundled ADSL, Convert POTS to Unbundled Loop, POTS Facility
Availability)

Meet Point Query

Raw Loop Data Query

Retrieve CSRs

Service Availability

TN Reservation Query (with TNSR following)

e @ 9 ¢ o

Order

Centrex Plus

Directory Listing Only

Local Number Portability

Loop with Number Portability (LNP only)
POTS Resale

Shared Loop

Unbundled Loop

UNE-P Centrex

UNE-P POTS

PostOrder

FOC
Completion
Reject
Jeopardy
Status Updates

The transactions above represent only a subset of the total transactions that are supported in the IMA
EDI environment. Certain products that CLECs may offer to their customers may not be supported in
the test environment. Therefore, SATE does not accurately and comprehensively support all of the
transactions that are available in Qwest’s production environment. This, potentially, prohibits CLECs
from testing all of their products before migrating to the production environment.

m  Ifa CLEC desires to test a product that is not currently supported in SATE, the additional product(s)
must be requested via a Change Request (CR), through the Change Management Process (CMP). The
CR is then prioritized, in accordance with the CMP. As an example, Qwest announced at a SATE
Enhancement User Group meeting on November 27, 2001, that it would submit two CRs for adding
Line Splitting and Loop Splitting. Once these CRs are submitted, they will need to be discussed and
prioritized within the parameters of the CMP. Given the current schedule for CMP, the requesting
CLEC(s) may have Lo wait several months for a new release hefore the requested products are included

* EDI Implementation Guidelines — for Interconnect Mediated Access (IMA) and Facility Based Directory
Listings (FBDL), Version 7.0, Released November 9, 2001, Section 2, Implementation Activities —
Progression Testing Phase, p.23.
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ROC Observation & Exception Formal Response

in SATE’s functionality. Therefore, the CLEC(s) cannot test all of its products for the current IMA
release.

Impact;

A limited testing envirenment could prevent a CLEC from adequately preparing for its transition to a
praduction environment. By not providing for testing of ail of Qwest’s available products in SATE,
CLECs will not be able to sufficiently test all of the products that they can sell to their customers. This
limitation, therefore, could negatively impact a CLECs ability to offer products to its customers in the
production environment. For products for which a testing capability is not otfered, CLECs must venture
blindly into the production environment, potentially jeopardizing their ability to offer those products to
their customers, if the migration is unsuccessful.

Owest Formal Response:

When Qwest initially deployed SATE, any product that a CLEC had implemented into production or was in
the process of testing was included in SATE®. This ensured that when SATE was placed into production, it
would support those products that the CLECs needed to be able to use SATE to migrate to the next release.
Additionally, on June 29, 2001, prior to SATE deployment, Qwest conducted a CLEC meeting where the
list of proposed SATE products was discussed. The CLECs" expressed no concerns regarding the proposed
product list, Qwest continues to support all products for which any CLEC has created a production EDI
interface.

The current process for the addition of new products to SATE is for a CLEC 1o issue a CR through the
change management process. The CR can then be processed by the CLEC communiiy; this process ensures
that Qwest is using its resources in the manner that ts beneficial to the most CLECs.

Qwest has conducted five SATE Users” Group meetings. During these meetings, CLECs have an
opportunity to suggest improvements to SATE. To date, no CLEC has requested the addition of products
to SATE. However, Qwest continues to monitor the products that CLECs express interest in and has
proactively added products or created CMP CRs to add products to SATE. Unbundled Distribution Loop
and Unbundled Distribution Loop with Number Portability have recently been added to SATE, as Qwest
anticipated future EDI implementations of these products. Additionally, Qwest is creating a CR for FBDL
to be added to SATE, as this will be implemented as an IMA product in 9.0.

In the next SATE Users’ Group Meeting on January 8, 2001, Qwest will ask CLECs to voice any concerns
regarding the prioritization of new product implementations.

Furthermore, as part of the CMP Redesign process, Qwest and the CLECs are currently discussing a Bona
Fide Request process to allow a CLEC to pay for CRs to be implemented when a CR does not get
prioritized high enough to get worked based upon the available Qwest resources. If agreed upon, this
process would allow a CLEC to add a product to SATE even if it is not a priority for the CLEC community,

KPMG Comments (01/07/2002):

KPMG Consulting acknowledges that Qwest worked with the CLEC community when initially developing
SATE, and through user group meetings for continually enhancing SATE. Although SATE currently
supports all products that CLECs are currently running in production, it does not support all products that a
CLEC could run in production. A CLEC that decides to add a new product to the svite of products that it
offers to its customers, but for which that product is not currently supported in SATE, must submit a CR
through CMP in arder ta be certified to provide that service/product in production. Several major releases

3 The pseudo-CLEC was excluded when this analysis was performed.
* AT&T, WorldCom, Fairpoint, Spring, and Allegiance
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of SATE may be reguired before the new product is then added to the test environment., This does not
allow a CLEC sufficient flexibility to offer new products in a timely manner; nor does it appear to offer a
test environment that adequately mirtors production environment capabilities.

Qwest stated in its response dated December 19, 2001, the following:

“Qwest has conducted five SATE Users’ Group meetings. During these meetings, CLECs have an
opportunity to suggest improvements to SATE. To date, no CLEC has requested the addition of products to
SATE, "

However, at thc November 13, 2001 SATE User's Group Meeting, a participant requested that Line
Splitting and Loop Splitting products and all associated activities be added to those supported by SATE.?
Qwest then drafted a CR, on behalf of the participant, to present to the CMP forum.® The requesting
participant may have o wait for several versions of SATE to be released before being able to test
transactions associated with these products, thereby potentially placing the CLEC at a competitive
disadvaniage with its customers. Sudden, unexpected demand to test new products in SATE has occurred,
and could occur at any point in the future, yet SATE does not support all of the products offered in
production.

Qwest also stated the following in its response dated December 19, 2001:

“Furthermore, as part of the CMP Redesign process, Qwest and the CLECs are currently discussing a
Bona Fide Request process to allow a CLEC to pay for CRs to be implemented when a CR does not get
prioritized high enough to get worked based upon the available Qwest resources. If agreed npon, this
process would allow a CLEC to add a product to SATE even if it {s not a priority for the CLEC
community.”

The Bone Fide Request process appears to present CLECs with an option to bypass the inherent constraints
of the CMP process - specifically, the need for CR prioritization that will lead to implementatiou,
However, this process will not be fully developed until the CMP redesign is completed. Additionally,
although implementation of the Bone Fide Request process may allow CLECs to pay to implement a CR,
regardless of its CMP-assigned priority level, it does not alter the fact that SATE does not currently support
all of the products offered in production. KPMG Consuiting believes that the functionality a fully
functioning test environment should mirror that of the production environment,

KPMG Consulting recommends that Exception 3095 remain open until SATE supports the products that
are offered in Qwest’s production environment.

Owest Response to KPMG Comments (01/30/2002):

Qwest supports the CMP processes through which the CLECs must prioritize all new functionality,
including SATE changes. The addition of a new product, either at the initiation of Qwest or a CLEC,
constitutes an addition in functionality to SATE. Based upon feedback during the SATE CMP Users’
Group meetings and the last CMP meeting, it appears that the CLECs want to prioritize all SATE
functionality, including the addition of new products. During the January 17 CMP meeting, Qwest took
an action item Lo further discuss the implementation of SATE prioritization at the February CMP Redesign
sessions. Based upon discussions to date, Qwest and the CLEC community appear to be in agreement on
this issue.

5 §ATE Users’ Group Meeting Minutes, Dated November 13, 2001, “Interoperability and SATE” section,
e

ESATE Users® Group Meeting Minutes, Dated November 27, 2001, “Proposed CMP CRs” section, p.1;

and SATE Users’ Group Meeting Minutes, Dated December 4, 2001, “Proposed CMP CRs” section, p.1.
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Even without the availability of a product in SATE, a CLEC has the ability to implement the product in
EDI using the Interoperability environment. Therefore, CLEC(s) can test all of the products for the current
IMA release. Additionally, Qwest has not seen or been informed by CLECs of “sudden, unexpected
demand Lo test new products” in SATE as stated in KPMG’s First Response. While CMP CRs exist for
two products to be added to SATE, no CLEC has requested an implementation of either of the products in
EDI. With the availability to test within the Interoperability Test Environment and the fact that CLECs are
not requesting these products be added to SATE, the impact identified in the initial release of this
exception’ as noted below is an inaccurate statement.

Attachment(s): None

" KPMG original Impact statement: “For products for which a testing capability is not offered, CLECs
must venture blindly into the production environment, potentially jeopardizing their ability to offer those
products to their customers, if the migration is unsuccessful.”
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Qwest agrees that, within 45 days of closing a workshop, it will update its
technical publications, product catalog (also known as the IRRG), and product
documentation for CLECs to reflect the agreements made in the workshop and to
make Qwest's documentation consistent with its SGAT. Qwest will then submit
the updated technical publications, product catalog, and product documentation
to the Change Management Process (CICMP). When Qwest submits the
documents to CICMP, Qwest will file a notice in this proceeding indicating that
the documents have been updated and how to obtain copies., Qwest
acknowledges that any cormmission order recommending that Qwest meet a
checklist item will be conditioned on Qwest's compliance with this commitment.
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Qwest agrees that, within 45 days of closing a workshop, it will update its
technicai publications, product catalog (also known as the IRRG), and product
documentation for CLECs fo reflect the agreements made in the workshop and to
make Qwest's documentation consistent with its SGAT. Qwest will then submit
the updated technical publications, product catalog, and product documentation
to the Change Management Process (CICMP). When Qwest submits the .
documents to CICMP, Qwest will file a notice in this proceeding indicating that
the documents have been updated and how to obtain copies. Qwest will take
zffirmative action foilowing the close of a workshop to communicate to
approprigie personnet and to impiement the agreements made in such workshog.
Qwest acknowledges that any commission order or report recommending that
Qwest meet a checklist item will be conditioned on Qwest's compliance with this

commiiment.
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